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Received & Inspected
June 26, 2008 JUN 3 02008
FCC Mail Room

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12™ Street, SW, Room TW-B204
Washington, D.C. 20554

Re: In the matter of Telecommunications Relay Services and Speech-to-Speech Services
for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Dortch:

As required by CG Docket No. 03-123, please find enclosed the original and four copies
of the Annual Complaint Log and Summary Report for the State of Ohio’s
Telecommunications Relay Service from June 1, 2007 through May 31, 2008. Also
enclosed is an electronic disk which contains the complaint log summary.

The Service Monitoring and Enforcement Department of the Public Utilities Commission
of Ohio (PUCO) received one complaint regarding the quality of service of the Ohio
Relay during that timeframe (Enclosed).

If you have any questions or need any further information, please contact me at (614)
466-4054 (Voice) or by e-mail at Beth.Blackmer@puc.state.oh.us.

Sincerely,

Uolioh. 8. Maskonec

Elizabeth L. Blackmer
Public Utilities Administrator
Service Monitoring and Enforcement Department

Enclosures
cc: Arlene Alexander, FCC, Consumer & Governmental Affairs Bureau

PUCO Docketing Division
No. of ies rec'd {2 ﬂ’ i/
List ABCDE

180 East Broad Street ¢ Columbus, OH 43215-3793 ¢ (614) 466-3016 ¢ www.PUCO.ohio.gov
The Public Utilities Commission of Ohio is an Equal Opportunity Employer and Service Provider

Monitoring marketplaces and enforcing rules to assure safe, Commissioners .




Received & Inspecied

_ JUN 3 0 7008
FCC Mail Room
PUCO Complaint Tracking for ORS (06/01/2007-05/31/2008)
Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution

08/28/07 Ohio Relay customer filed complaint with PUCO 11/27/07 PUCO contacted Sprint representative who initiated a
because hearing friends and relatives who call trouble ticket for technicians to investigate possible
the Ohio Relay Service to contact him can’t get problem with network/equipment. No problems were
through to voice relay - only hear TTY tones. found. Sprint followed up with friends/relatives to make
Happens when dialing 7-1-1 and when dialing sure they are branded as VOICE. They are no longer
800 number. Friends and family have given up receiving the TTY tones. Customer is satisfied that
and communicate via email, but not best solution issue is resolved.
in case of emergency.
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Complaint Tracking for OH (06/01/2007-05/31/2008). Total Customer Contacts: 110

Date of Complaint Nature of Complaint Date of Resolution Explanation of Resciution

TTY customer reports agent wasted her time by
bothering to get a supervisor and not needed. Customer
05/30/08 did not provide time. (apologized for any inconvenience 06/03/08
may have experienced) Customer did not request
contact.

The supervisor was called because of garbling issues
and it was documented by Team Leader.

TTY customer reports agent was impatient and did not

follow instructions. Customer complained that she

should not have to beg agent to be patient and should Garbling by TTY. Agent called supervisor and inbound
. . 06/03/08 .

not have to point out things that are wrong to Relay. hung up. Incident was documented.

Customer did not provide time of call. (apologized for

problem encountered) Customer did not request contact.

05/30/08

Customer shared feedback regarding accuracy of
captions, mostly the spelling of names. CS Rep
apologized for incidence and thanked customer for the
feedback. Suggested customer document the date,
05/30/08 Accuracy of captions 05/30/08 time, CA # for more specific follow up with the CA.
Customer is a new CapTel user. Explaining captioning
process showed her why names might not be spelled
correctly. CSR also explained error correction process.
Customer was satisfied.

Customer states that this agent did not keep him

informed while he was on line holding for representative

at the rental agency. Customer states he kept asking

what was going on and there was no reply from the Agent did not remember this call, but understands to
L ) 05/30/08 A

operator for a long time like 5 minutes. Customer states listen and respond to customers.

it was like the operator was not paying attention while he

was on hold. Apologized for the problem and assured

that the complaint would be sent in as stated.

05/28/08




Deaf/blind Caller said both agents were misspelling lots
of words on her calf and all the "Xs" makes it so difficult

Team Leader met with both agents. A trouble ticket was

05/22/08 for her to read. Apologized for the problem. Follow up 05/22108 put in for this call for garbling issues.
not required on this issue.
Customer states that it took this agent a very long time
to respond back to her during the course of the whole Team Leader met with the agent and coached her to pay
05/19/08 conversation. Customer Service apologized for the 05/26/08 attention ONLY to the call on her screen when
problem and assured that the complaint would be turned processing a call.
in as stated. No call back requested.
Ohio VCO customer can not read incoming relay calls.
All incoming relay calls are garbled. This began about
two weeks ago. The customer can make outgoing relay
calls with o problem. Customer service called the Spoke with customer and she said it is working now. She
05/15/08 customer TTY to TTY with no problem, but when 05/15/08 P . ) 9 now.
. . " thanked me for following up with her.
Customer Service calls customer using Ohio relay, the
typing is garbled. Customer Service apologized to the
customer and tumed in a trouble ticket. Customer would
like follow up from the Program Manager.
Customer shared feedback regarding accuracy of
captions. CS Rep apologized for incidence and thanked
customer for the feedback and informed them that this
05/15/08 Accuracy of captions 05/15/08 information was shared with appropriate captioning
service staff for follow up. Suggested customer
document the date, time, CA # for more specific follow
up.




Customer shared feedback regarding captioning delay
after spoken words. CS Rep apologized for incidence
and thanked customer for the feedback and informed
them that information would be shared with appropriate

9 05/15/08 Captions Lag too far behind voice 05/15/08 captioning service staff for follow up. Suggested
customer document the date, time, CA # for more
specific follow up. Customer's experience does not
impact compliance with FCC rules for 60 wpm text
transmission.

Customer called to report the issue of voice employees

not being able dial Ohio Relay and get a voice operator | spoke with the customer today and he is going to have
10 05/12/08 they can only get TTY tones. Apologized for the problem 05/12/08 the relay users call our customer service if they want

and opened a trouble ticket. Caller needs follow up for their number branded TTY.

problem resolution.

Dialed 711 - Went to Georgia - the CA was very rude to

11 05/10/08 customer and said 711 was not for Ohio. Bad attitude 05/10/08 Agent understands not to be rude to customers.

Customer did not request call back.
and not helpfulll!
Customer cannot reach the Ohio Relay when she dials
711. Her telephone number did not populate when she Spoke with the customer and she stated that all has
12 05/07/08 dialed to TRS Customer service. Branded the line for 05/07/08 been working fine and she can connect with her mother
voice. Customer service apologized for the problem and with no trouble.
a trouble ticket was opened. Follow up requested.
Voice customer is unable to reach the relay operator,
13 05/06/08 the system is not allowing for voice detection. The most 05/06/08 Branded her number to voice. Her calls will be answered

recent calls took place yesterday Apologized, a trouble
ticket was opened. No follow up requested.

in voice on all relay calls.




An Ohio VCO user called to complain that the agent did
not follow the notes in her file and agent typed
answering machine message instead of just giving the

The agent stated that she was aware of the customers
notes, but after receiving a series of additional voiced

instructions she missed the part of the notes regarding
the GA. The agent said she attempted to apologize but

14 OSi06/08 "GA" to leave a message and had to redial to leave a 05/06/08 the customer was upset and did not accept. The agent is
message. Customer Service apologized for the problem. aware of the importance of following customer notes and
Customer did not request follow up. assured her supervisor she will focus on that going
forward.
Team Leader spoke with CA and asked her to pay
15 05/04/08 CA did a lousy job - person was trying to talk to me and 05/04/08 closer attention to the call. Also, CA does type 60 words
the typing was very slow!! per minute which is the minimum required speed for a
CA.
OH voice customer keeps coming in on the TTY line.
Customer does not like the loud tones that are . .
. Left a voice message letting the customer know that her
16 05/01/08 answenng. Customer state§ an opera'tor never comes 05/01/08 number was rebranded to voice. We tested it and it is
on the line. Customer Service apologized to the working now.
customer and opened a trouble ticket. Customer wouid :
like a follow up from the Program Manager.
OH TTY/VCO customer is not able to receive incoming
calls with the relay operators. Customer is able to
receive TTY to TTY calls with no problem, but when they A .
17 04/24/08 receive a call through relay they do not get the typing 04/24/08 Customer said it is working better and asked about

from the relay. Customer Service apologized to the
customer, and opened a trouble ticket. Customer's son
would fike follow up on his cell phone.

CapTel. Sent the CapTel form to him.




18

04/22/08

Customer states answering machine retrieval was not
working when she reached the Minnesota center.
Customer service apologized. A trouble ticket was
opened. Follow up requested.

04/22/08

Left 2 message on her answering machine on 5/8 at
12:30, 5/8 at 2:50 and 5/9 at 11:25. Left my number for
her to call me back.

19

04/21/08

Technical - General

04/21/08

This customer stated they experienced a fast busy when
attempting their outbound call. At approximately 8:45
a.m. 4/20/08 the CapTel Call Center identified a problem
with a network circuit. During this time the Call Center
continued to process calls and service level and
average speed of answer were not affected. The matter
was fully corrected at approximately 9:50 a.m. Customer
service confirmed the customer was able to make their
call upon trying again.

20

04/21/08

Technical - General

04/21/08

This customer stated they experienced a "fast busy"
when attempting their outbound call. At approximately
8:45 a.m. 4/20/08, the CapTel Call Center identified a
problem with a network circuit. During this time, the Call
Center continued to process calls and service level and
ASA were not affected. The matter was fully corrected at
approximately 9:50 a.m. CS Rep confirmed the
customer was able to make their call upon trying again.




Caller reported that the CA had awful typing during her
business call to ATT. She could not read what was being
typed in order to answer the questions about canceling
her service. Customer Service apologized for the
inconvenience and asked if she was able to read my
typing okay. She confirmed that she could read my

This issue is attributed to technical problem. VCO user
has mentioned about garbled message. The agent

0 . ! . i
21 4/18/08 typing, however a bit garbled. | tried to instruct her how 04/18/08 :‘ql;erjitsegr2:;::;2}?:?{;:;:?::;?1:)he;g:;]ennir:d the
to disable Turbo code on her TTY to see if that made a miZs ellinas on agent's part g 9
difference. She said she would try that, but still thought pefing ¢ part.
the cause was poor typing skills by the CA. | told her the
report would be sent to the call center supervisor. No
follow up requested.
Customer states that this operator is the slowest typist
that they have ever encountered with relay service. Team Leader met with CA to remind them to always do
29 04/17/08 Apologized for the problem and assured that the 04/20/08 their best on a call. The CA does meet the minimum
complaint would be tumed in as stated. No call back requirement of 60 words per minute.
requested.
Called one son to get phone number for other son and 2 Team _Leader spokfe with CA and reminded him that if he
. is having trouble with a caller, he should call for
23 04/09/08 operators unable to get the phone number right for her 04/09/08 .
R . assistance. Team Leader also called the customer and
to call him. Luckily, he called her. .
apologized.
Ohio VCO user complains that agent would not type
entire recording message and he is sure there was more
24 04/09/08 information than "office is closed." Apologized, explained 04/09/08 Customer did not request call back. Case is closed.

| would inform agent supervisor. Customer did not
request contact.




25

04/09/08

Customer Complaint: Caller reported that she has been
unable to retrieve answering machine messages since
the new updates to Ohio relay service. Someone
provided her the dedicated VCO number for another
state to place her calls to retrieve answering machine
messages and that had been working, but no longer
works. Customer Service apologized for the problem
and told her a trouble ticket would be entered and she
asked that the program manager contact her. I told her !
would email the program manager and ask her to
contact her. Follow up requested.

04/09/08

Left a message on her answering machine on 5/8 at
12:30, 5/8 at 2:50 and 5/9 at 11:25. Left my number for
her to call me back.

26

04/01/08

Caller reported that the CA and supervisor at the OH cali
center told her that the answering machine retrieval is
not working at that time. She also was told that they are
having trouble dialing out at some of their computers, so
she should hang up and dial back again. Apologized for
the inconvenience and thanked her for letting us know.
Told her that a trouble ticket would be entered to resolve
the problem. No follow up requested.

04/01/08

Customer did not request follow up. Case is closed.

27

04/01/08

Caller reported that the CA did not follow her database
instructions which read, "Do not type ANS MACH MSG,
just type GA to leave MSG". The CA typed,
"Recording...wish to have entire message?" Customer
Service apologized for the inconvenience of having to
redial to leave her husband a message. Told her the
report would be sent to the call center supervisor. No
follow up requested.

04/01/08

Customer did not request follow up. Case is closed.




28

Customer experiencing disconnects and garbled
messages from Relay (advised customer that a Trouble

Spoke with customer and she stated it happens off and
on. She was not aware that if she hit the space bar
twice, it will clear up the garbling. She thanked me for

29

30

31

04/01/08 Ticket and complaint would be entered) Customer 04/01/08 calling her. Technician made test calls with her and did
requests contact not have problems. Customer will document details to
share with us when she has problems.
Sent customer information explaining the difference
between a CapTel and a traditional phone. Explained to
03/31/08 Disconnect/Reconnect during calls 03/31/08 custon'1er why dlsconnectlc?n/rc?connectlon mlgh.t be
occurring and sent letter with tips to reduce their
occurrence.
VCO customer was holding for 11 minutes and then the This was during Phoenix roll over and we have
03/28/08 . 03/28/08 N . - .
outbound call was disconnected once answered. numerous trouble tickets in regarding the same issue.
Customer Co.mplalnt: Caller reported that the CAwas a Agent does type at the requirement of 60 words per
very slow typist and not accurate. Could not speli the minute. Team Leader met with the CA and reminded hi
03/28/08 words. Apologized for the inconvenience and told her 03/28/08 ute. n m

the report would be sent to the call center supervisor.
Follow up requested.

to be mindful of his spelling and typing speed. Team
Leader followed up with the customer.




32

03/27/08

An OH VCO customer called to complain that agent did
not follow the notes on her database. Calier complained
that when she called a friend the agent typed answering
machine message and then she had to call back to
leave a message instead of leaving message on first try.
Calier stated this happened on 3/27/08 at around
1:55pm. Apologized for the inconvenience. Customer did
not request follow up.

03/27/08

The agent was coached on the importance of call focus
and to follow customer note instruction.

33

03/27/08

Customer cannot reach OH relay when dialing 711.
Apologized for the problem and assured that a frouble
ticket would be tumed in as stated. Call back requested
to son's number.

05/28/08

Called the customer and it is working better, but he
asked for information on CapTel for his mother. Sent the
CapTel form to the customer.

34

03/26/08

The caller reported that every time she calls to relay
dialing 711 the operator does not know she is using
VCO. She has to keep asking over and over for VCO
and has trouble connecting to place her relay calls.
Customer Service apologized for the inconvenience and
told the caller a trouble ticket would be entered to
resolve the problem of the VCO branding not working. |
provided the special VCO number that should work to
connect her calls until the issue is resolved. She
thanked me for my assistance. No follow up requested.

03/26/08

Customer did not request follow up.




35

03/26/08

Ohio voice user complains that he has been unable to
reach his VCO user via Ohio Relay for 12 hours. The
customer uses 711 and Ohio relay’s 800 number, but
neither number works. Apologized and let customer
know | would inform the technicians. A trouble ticket was
opened. Customer does not request contact.

03/26/08

The technicians looked into this. Customer did not
request follow up.

36

03/26/08

Customer states her VCO branding was not in place
when she made calls through the OH Relay. The
customer was calling to Ohio Relay TTY number.
Provided the customer with the Ohio Relay VCO's
designated number. Re-branded the phone fine for VCO.
Opened a trouble ticket. No follow up requested.

03/26/08

Customer did not request follow up.

37

03/26/08

Customer VCO branding not showing when caliing to
Ohio Relay. Apologized for problem and opened trouble
ticket. Customer requests follow up on this issue from
Program Manager.

03/26/08

Spoke with customer and she stated she was happy that
her calls were working fine again. Thanked me for
following up with her.




Customer reports that the branding on her cell phone
was dropped and she relies on the VCO branding. The

Customer sent me an email letting me know that her

38 03/26/08 customer wants it restored immediately. Apologized for 03/26/08 calls are going through relay and all is fine. She thanked
the technical problem. A trouble ticket was opened. me for following up with her.
Follow up requested.
The caller said that the agent did not follow the customer
database instructions that say "do not type entire
answering machine message — just type "ans mach’. Team Leader spoke with the agent and reminded them
39 03/24/08 Said the agent typed the entire message and that costs 03/24/08 to double check ALL notes before processing the call
her money on toll calls. Customer service apologized for and to follow them. Team Leader also called the
the problem. Caller would like follow up from the customer.
supervisor as to why agent did this. Why didn't the agent
read her notes.
S§87 equipment problem identified. At approximately
2:30 a.m. on 3/15/08 this was resolved. During this time,
40 03/14/08 Technical - General 03/15/08 the Captioning Service Call Center was actively taking

calls with only a few calls being affected. Confirmed with
the customer their ability to make calls.




Ohio VCO user complained that, "There is not enough
awareness about relay, people are always hanging up,
thinking I'm selling something.” The caller suggested
there should be something on TV so people know about
it. The caller does not want agents to type (TALKING
TOO FAST) she feels this wastes time when they could

Asked customer to give us names of businesses we

41 03/05/08 . S 5 . 03/05/08 couid contact to educate them about relay as well as

be typing what is said. Apologized, explained some !

N . X send them relay literature.

telephone companies include literature regarding Relay,

and there are Public Service Announcements on

television. Provided the FCC number and let her know |

would pass her concerns on to management. Explained

agents are following procedure to keep caller informed.

Team Leader observed this call. The TTY user did not

An Ohio TTY customer states this agent was not nice, type all the numbers for agent to dial. The CA asked the
2 02/28/08 would not listen and was very rude to them. Customer 02/28/08 TTY user to repeat the number and the TTY user got

service apologized for this problem. No follow up upset. | observed that the CA made no rude comments

requested. only asked to verify the number. The TTY user hung up

before I had a chance to explain the situation to her.

Ohio TTY customer states the relay agent hung up on

them. Customer says Ohio Relay Service made a call

for me and the other party answered the phone and
43 02/28/08 waited 14 minutes. The customer said it was okay to 02/28/08 Team Leader coached CA. The call was handled

y . properiy.

wait for 14 minutes and then operator hung up.

Customer Service apologized to the customer.

Customer would like follow up via phone.

Caller reported that the CA was a very slow typist and

not accurate. Could not spell the words. Customer Team Leader met with CA about typing a little faster.
44 02/26/08 Service apologized for the inconvenience and told her 02/26/08 This agent is blind and does type as fast as he can while

the report would be sent to the call center supervisor.
Follow up requested.

reading with his fingers too.




Ohio VCO complains that the agent did not pay attention
to her notes and typed the answer machine message,
wasting time and it was a long distance call. "This
happens all the time with all the agents. There should be
more advertising to make people aware of relay. The

Team Leader met with this agent about following

45 02/25/08 volume for agent headsets should always be set on 02/25/08 customer notes and asking for help if needed. Team
high.” Customer service apologized, explained | would Leader left message on customer's answering machine.
let the agent's supervisor know about the issue.

Thanked customer for her suggestions, explaining |
would pass this on to the Relay Program Manager.
Customer wants contact.

4 02/09/08 TTY upset that when they called into Ohio relay and the 02/09/08 Met with CA: CA understands not to hang up.

CA hung up on them.
Customer reports problems when requesting answering

47 02/08/08 machine retrieval from two specific Sprint Relay centers. 04/03/08 Spoke with customer and she said it has improved. She

(advised complaint and trouble ticket would be entered) thanked me for following up with her.

Customer requests contact
On Wednesday February 6th, the CapTel call centers
were impacted by a severe snow storm. The storm, the
second largest in recorded history, resulted in Madison
receiving over 13 inches of snow while Milwaukee
received over 16 inches of snow over a few hours time.
The Govemor declared a state of emergency and called

48 02/07/08 Service - General 02/07/08 out the Wisconsin National Guard. Bus service in both

cities stopped and plows were pulled off the roads
reducing our staffing level for the evening shifts. Both
centers remained open and fielded calls non-stop.
Service levels started to decline at about 3:00 p.m.
continuing through approximately 10 p.m. Consumers
likely experienced long answer times. The state of
emergency ended. Staffing capacity was restored.




49

02/06/08

Ohio customer reports the CA was inattentive on his
call. The customer was on the line for 7 minutes before
the CA processed his call. The customer note says
"VCO User." Customer understands that the CA might
not have heard him say the number the first time, but
she kept him in limbo way too long before she asked him
to repeat the number to call. Customer service
apologized and supervisor will be notified. Follow up
requested.

02/06/08

Team Leader spoke with CA about this call and the CA
is on Final Warning.

50

02/05/08

Customer says all Minnesota and Missouri calls are
garbled when she calls out from Ohio relay. There are
no problems with any other operators. She also always
gets garbling when calling into Customer Service.
Thanked the customer for letting us know and assured
that a trouble ticket would be turned in as stated. Call
back requested - leave a message and she will call you
right back.

04/03/08

Called customer and she stated all her calls are working
now. She thanked me for following up with her.

51

02/01/08

OH Voice customer is not able to reach her friend
through Ohio relay. Customer says the line is busy for
locals calls. Family and friends who are long distance
are able to reach the TTY user through relay. Customer
Service apologized to the customer. Customer would
like follow up by the Program Manager.

02/01/08

Customer called to let me know that relay is working
fine. Thanked me for following up.




52

01/22/08

Customer states that she asked this agent to relay her
messages to her which she does often and he did so
very slowly. She had to repeat the messages 4 times for
him to get them typed to her. When she asked if he got
them he was rude and said she was interrupting him.
Customer Service apologized for the problem and
assured that the complaint would be tumed in as stated.

02/01/08

Coached agent to follow customer's instructions and not
to be rude to customers. Agent understands and
apologizes for this. Customer did not request follow up.

53

01/20/08

Notes in profile indicate that customer would like to
leave message if it's an answering machine. This
operator typed the entire answering machine message
instead of allowing the customer to voice her message
on the first dial out. Customer indicated that recently this
has been happening fairly often.

01/20/08

Operator was coached to pay attention to customer
notes. Operator does not think it was her, as she was
out on bereavement for a few days around the date that
this customer contact was opened, or maybe the
customer notes did not display when the call came in.
Operator stated she would have gotten a supervisor or
completed a trouble ticket if there was a problem.

01/16/08

Customer cannot reach VCO friend through the Ohio
Relay. The line is always busy. Customer service
apologized and a trouble ticket was opened. Follow up
requested.

01/16/08

Spoke to the customer (customer is hard of hearing) but
the customer was able to understand the relay operator.
She said that she continue to experience problems
trying to get a hold of the VCO and the line continue to
be fast busy sound. The customer will try again and
Program Manager obtained an email address from the
customer. The customer called to let me know that the
relay calls are working fine. Thanked me for following up
on this.




55

An Ohio TTY customer called to complain that the agent
did not respond to a question asked. She had to ask the

CA read question to outbound. The outbound did not
respond and TTY caller repeated question and then

56

57

58

01/07/08 question twice before it was answered. Apologized for 01/07/08 started com;?lalnlng about the agent. Coached the agent
N . to pay attention to customer's requests. Agent
inconvenience. No follow up requested.

understands.
Customer shared feedback regarding a word that was
captioned wrong, and a general comment on accuracy
of captions. CS Rep thanked customer for the feedback
. and informed them that follow up can be done with call
1 R
01/07/08 Accuracy of captions 01/08/08 center personnel who address quality monitoring if the
customer will share the date, time, CA # for more
specific follow up. Customer agreed to note this detail on
any future applicable calls.
CA dialed wrong number. VCO user told CA it was Team Leader spoke with this agent about following

01/02/08 P N 01/02/08 . .

wrong number and CA still dialed the incorrect number. customer instructions.

Customer states that he really doesn't want to seem

picky but the CA misspelled "voucher” at least three or

four times and there was also some confusion in the Team Leader met with CA and reminded him to be
01/02/08 relaying of the customer’s street name during the call. 01/02/08 mindful of his speliing. Also to verify street names and

Apologized to the customer and informed him that the
CA would be coached. Customer is satisfied and does
not want a call back.

spellings.




59

CA dialed wrong number. VCO user told CA it was the

CA did dial the wrong the first time, she went to correct it
and ended up dialing the wrong number again. Met with

60

61

01/02/08 wrong number but the CA still dialed incorrect number. 01/02/08 CA and explained to CA to double check the number
before dialing out and to always verify if needed.
The agent does remember the call and stated the
Terrible, awfull Slow on the frequent dialed list, didn't customer provided a telephone number so she did not
announce who n the phone. noor spellind and have to use the frequent dialed list. She also stated the
12/23/07 o "oﬁs ‘;e uzs‘:e p Fgfwar de‘z o fo‘:mt 12/23/07 number was verified the first time but not the second
::);p tegl: ol preq ' time. Coached agent on spelling and to follow all
nier. instructions from the customer before processing the
call.
Customer states she has not been able to call into the
relay service for a few days. When she calls 711 or the
direct 800 number for the relay service the line just rings
12/22/07 and there is no answer. She has contacted her phone 12/22/07 Called the customer and it is working. Thanked me for

company and they informed her the relay calls are
processed through a Sprint line and to contact Sprint.
She would like to be contacted back with a solution to
this problem.

following up.




Ohio VCO customer stated this agent did not follow her
customer notes. She has very detailed instructions and
none of them were followed. She asked that this agent

be coached and understand the importance of following

Team Leader met with CA. There were no customers

62 12/18/07 customers notes. The customers notes states DO not 12/18/07 notes pulled up. CA understands to follow all instructions
type answering machine just give the GA so can leave in database.
message the first time. This agent typed out the entire
answering machine recording and then had to redial so
customer could leave a message.
Caller said agent did not type beep the first time so
63 12/18/07 customer could leave message without having to redial. 12/18/07 Agent is aware to follow customer notes/requests. No
Apologized for the problem. Follow up not required on customer follow up requested.
this issue.
Ohio VCO customer upset that the agent did not follow
her notes. She asks that the agent be coached and
understand the importance of paying attention to The operator remembers the call. When the answering
customer database notes. Her notes states not to type machine was reached the operator typed out the entire
out the answering machine recording to give GA so can recording and the customer wanted to leave a message.
64 12/18/07 leave message the first time. The agent typed out the 12/18/07 Does not remember the frequent dialed number list

entire recording and then had to redial so customer
could leave a message. She also has frequent dialed
names and numbers listed and it also states this in her
notes but agent still asked for the calling to number
instead of pulling up this list.

instance. The supervisor explained to the operator to
read and follow all customer notes and instructions
before processing the call.




VCO customer states the CA did not follow her notes.
The customer wants to leave a message the first time
without redial. She asked the CA why he typed the

Spoke to the agent regarding this call. The agent does
remember the call but does not remember seeing any
notes regarding the customer. Supervisor reminded the
agent about the importance of following customer notes

65 12111007 message. The CA replied "it's a habit. | always do that." 121107 if a customer has them. Also reminded the agent to look
Customer wants CA's to follow her database notes. and make sure and see if a customer has notes before
Apologized. The supervisor will be notified. No follow up. processing any call. Agent understands. No follow up
requested.
Ohio TTY customer states agent was rude and did not
wait for her to finish typing and interrupted her. . .
66 12/03/07 Customer also states agent did not follow instruction and 12/03/07 Both CA's were talked to by t heir Team Leaders and
. R X have been instructed not to interrupt TTY callers.
caused her confusion. Customer service apoiogized for
problem. No follow up requested.
Operator wasn't reading customer correctly. Customer
67 12102107 had to repeat three fimes. Operator was also very rude. 12/02/07 Team Leader met with CA. CA was coached.
Customer wishes operator would follow caller's
instructions and pay attention to the call.
Program manager reports voice customer dials 711 to ]
. . L Program Manager corresponded with the customer and
68 11/27/07 reach the Ohio Relay. The Relay system is not detecting 11/27/07 the customer's relatives on several occasions. It is now

her voice number; it is sending TTY tones. A trouble
ticket was opened. No follow up.

solved and taken care of. The customers are satisfied.




A TTY Blind customer states the agent is not paying

Team Leader met with CA and CA stated that the TTY

69 11/26/07 attention to her computer and is wasting her time. 11/26/07 users text was coming in garbled and when they typed
Apologized. No follow up requested. that to the TTY user, they got mad and hung up.
Sent customer information explaining the difference
between a CapTel and a traditional phone. Explained to
70 11/26/07 Disconnect/Reconnect during calls 11/26/07 customer why disconnection/reconnection might be
occurring and sent letter with tips to reduce their
occurrence.
Sent customer information explaining the difference
between a CapTel and a traditional phone. Explained to
71 11/26/07 Disconnect/Reconnect during calls 11/26/07 customer why disconnection/reconnection might be
occurring and sent letter with tips to reduce their
occurrence.
7 11/22/07 CA was rude. Told TTY user to hurry. 11/22/07 Agent.was spoken to about being polite and professional
at all times. The agent understands.
TTY customer reports Relay operator did not dial
nz:sliii rn':?#:ies%:;er :g:;to;lgl:iezolizzwer CA stated they were not sleeping. Their computer locked
73 11/19/07 q : P 11/30/07 up and was unable to do anything. It was written on

whatsoever, no dialing, nothing. Customer wants to
know if operator was asleep at their work station.
Customer requests contact.

disconnect log at bridge.




74

11/14/07

Ohio VCO customer states this agent did not let her
know the line was ringing and was very displeased with
this. Customer service apologized and let customer
know supervisor would be notified. No follow up
requested.

11/14/07

Team Leader met with agent and he said he did send
the ringing macro but did say he missed the first two
rings, but sure he sent the ringing macro. Reminded CA
to be aware of delays and keep the caller informed.

75

11/02/07

Voice customer dials both the 711 and 800 number
reach the Ohio Relay. The system does not recognize
her as a voice customer. Apologized. Branded the line
for voice. Opened a trouble ticket. No follow up.

11/02/07

Customer did not request follow up.

76

10/15/07

Ohio voice user complains she gets loud tones now
when calling to her son. She is elderly and this hurts her
ears. Apologized, explained branding can drop off for
various reasons. Re-branded her number as voice
answer type. No contact requested.

10/15/07

Customer does not require contact.

77

10/11/07

Ohio TTY user complains he may be charged by the
wrong long distance carmrier through relay. Verified carrier
information with customer, established customer profile
and referred caller to billing company, explaining Sprint
Relay can not adjust or credit another provider's long
distance charges. Supervisor assisted and also referred
customer to provider and program manager. Customer
may contact program manager.

10/11/07

There were no contact information and the customer has
not yet contacted me. Complaint is closed.




Technical Support changed outbound calling number in

78 10/08/07 Technical - General 10/16/07 CapTel system to enable outbound captioned calling.
This remedied the circumstance.
Ohio VCO user dials via dedicated VCO number asked
to call from her frequent dialed list to her daughter,
received greeting from a CA, then nothing further.
79 10/05/07 Customer tried ty;?lng and.speakmg to agent buf no 10/05/07 Thl_s agent did not work on the day of the alleged
response. Apologized, verified customer profile in place, incident reported to us.
and explained it may be a system issue so | wouid let
the supervisor and technicians know the issue. Entered
trouble ticket. Customer does not want contact.
Technical support made an adjustment in the system to
80 09/28/07 Technical - General 09/28/07 resolve other party's experience. Other party now able to
make captioned calls to CapTel user successfully.
. . " This agent was experiencing technical difficulties right
81 09/17/07 D“.j not answer customer, just stayed on the line and 09/17/07 before this complaint was documented on the call
said nothing . . very rude! s
verification log. (VCO customer).
Agent asked "Can you read me?" Agent hung up on Team Leader met with CA and the CA remembers a call
82 09/09/07 caller Customer Service representative assumes 09/09/07 with garbling. There is a disconnect approved by Team
garbling problem was the cause. _eader at bridge on the day this was written.
. Team Leader met with the CA and reminded them to call
Agent disconnected caller after no response. Customer a Team Leader over before any call is disconnected
83 09/09/07 service agent apologized and told customer that the 09/09/07 Y

complaint would be forwarded to the supervisor.

because in this situation it would have been beneficial to
the CA.
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Federal Communications Commission
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Washington, D.C. 20554

Re: In the matter of Telecommunications Relay Services and Speech-to-Speech Services
for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Dortch:

As required by CG Docket No. (03-123, please find enclosed the original and four copies
of the Annual Complaint Log and Summary Report for the State of Ohio’s
Telecommunications Relay Service from June 1, 2008 through May 31, 2009.

The Service Monitoring and Enforcement Department of the Public Utilities Commission
of Ohio (PUCO) did not receive any complaints regarding the quality of service of the
Ohio Relay during that timeframe.

If you have any questions or need any further information, please contact me at (614)
466-4054 (Voice) or by e-mail at Beth.Blackmer(@puc.state.oh.us.

Sincerely,

{,ngu.h\ﬂ\ g‘« . ‘N\uﬂimvu
Elizabeth L. Blackmer

Public Utilities Administrator
Service Monitoring and Enforcement Department
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cc: Arlene Alexander, FCC, Consumer & Governmental Affairs Bureau
PUCO Docketing Division
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Comptaint Tracking for OH (06/01/2008-05/31/2009). Total Customer Contacts: 96

calls using OH Relay wilh Cincinnati Bel! as a carrier of choice in his
profile The customer is upset he can't communicate with family or
place calls lor business purposes | apologized and explained | would
inlarm the technicians that the problem continues | spoke with the
center supervisor who reporls that other callers using CN Bell are
having issues as well. | advised \he caller to check with the phone
company lo venly Ihe CIC codes for his long distance plan. The
customer does not request additional contact.

Tally [Date of Compl. [Nature of Complaint Date of R E ion of R ion

1 ]08/02/08 |The TTY customer states the agent disconnected before they could  J06/02/08 The agent waited approximately two minutes, called for a
type. Customer Service apologized for the incident and assured the supervisor and had the call discannacted due to no
customer thal the agent would be coached by a supervisor, respense. This ncident is documented.

2 |06/03/08 |A caller reports that Deaf customers are able to reach relay but are  [06/03/08 | spoke with the customer and she stated that all 1s now
unable to contact this business via relay. When called, they get a working well. She thanked me lor fellowing up with her.
siren-like noise. | tesled the number today at 10:15 AM CT. |
apclogized and created a Trouble Tickel. Follow-up was requested.

3 |os/06/08 |A TTY customer states that the agent hung up on her. The cal! look |C6/06/08 The agent was coached by the Team Leader and was
place today. 6/6/08, al approximately 12:15 CT. Custamer Service instructed Lo call a Supervisor If they are having trouble with
apologized. No follow-up was requested. a call so any disconnecls can be documenled.

4 Jo6/26/08 |[The customer wanted to leave a message on an answering machine.|06/25/08 The Team Leader met with the Communication Assistant
The agent at first dialed the wrong number. The agent did apologize {CA) and reminded him to verify the number il needed and to
and the cuslomer recognized the apology but still wanled to write a pay claser atlention !o dialing lhe correct number the first
complaint. time.

5 J06/26/08 |A customer complained that the Communication Assistant (CA) 06/26/08 The Team Leader met with the Communication Assistant
repeatedly typed "Sorry please repeal.” The customer didn't {CA) and this incidenl had been documented as garbling.
appreciate being asked to repeat and was sick ol repealing. The The Team Leader mentioned fo the CA (o call a supervisor a
customer asked the CA lo repeat the number back because the CA Itlle sooner inslead of asking the caller lo repeal so many
kept dialing the wrong number. times. A teller was sent t¢ the cuslomer on 6/26/2008.

6 [06/26/08 |A customer fided a complaint regarding the accuracy of the captions. |06/30/08 The custemer shared feedback regarding ibe accuracy of
captions. The Customer Service represenlalive apologized
for the incident and thanked the cuslomer for the leedback.
The cuslomer was Inlormed that the information would be
shared with lhe appropriate captioning service staff for follow
up. This agenl's calls were monitored for quality and
coaching on call handhng was provided. The customer was
satistied with this resolulion.

7 07/01/08 A customer states that on June 19, 2008. he was not able to place a [07/01/08 The customer did not leave conlact infermation for follow-up.

long distance call through the OH Relay using Cincinnali Bell.
Customer Service apologized and a Trouble Ticket was opened. The
customer prelers follow-up at his convenience, so he will call
Cusiomer Service for follow-up.
8 J07/02:08 |An OH VCO user complains he s still unable to make long distance  |07/03/08 The customer called back saying Cincinnat Bell referred im

back to relay saying I's a relay problem. Agent apologized
and conlirmed entered a Troubie Tickel lor Lhis I1ssue
The cuslomer did not requesl (ollow-up.




o [o7/od/08  |A customer reports the operator “just stopped typing in the middle of |07/04/08 The agent did not hang up on the customer. The computer's
my conversation. There was a long pause aller | said GA before memory became full and decided to "dump” the memory in
anything got back to me and lhen the operator disconnecied me.” the middle of 1he call. This stops the call process and

disconnects the call. This is a techrical issue and not an
agent error.

10 |07406/08  |A voice customer was not able to reach Ohio Relay when dialing 711 [07/67/08 Agent verified the line is now branded for voice. Agent spoke
ot the toll free number. Customer Service apologized. The Relay with the customer and she stated she can now use 711 1o
system appears to recognize their phone number as a text telephone reach Ohio Relay. Relay answers on the first nng and she
user. Customer Service will brand the line for Voice Follow-up was has been able to make her Vaice-10--TTY calls. The
requesled. customer also dialed the tol! free number and it is alsc

answered as a voice call,

11 |07/07/08 |An OH VCO customer complains the agent didn't know how to 07/07/08 Manager followed-up with this agent and she stated she
retneve her messages, which delays her being able 1o reiurn calls does nol recall having difficulty in retrieving messages. The
Customer Service apologized and explamed the agent's supervisor agent was able lo demonstrate her knowledge in message
and trainers would be notified The customer wants to be contacled retrieval. Automatic Message Retrival and Voice mail.
by a Relay Program Manager. Account Manager calied the customer and left three

messages for her to call back. The customer has not
returned calls. The case is closed.

12 |07/07/08  |A customer reporied experiencing garbiing on relay calls. | 07/07/08 The customer did not leave contact infoermation for follow-up.
apologized for the problem and opened an on-ine lrouble licket
Follow-up is required for problem reselution The customer said she
will continue to call until the problem is resolved

13 [07/09:08 JAn CH VCO customer states the relay operators are unable to 07/09/08 The agent said the call was disconnected or the callar hung
retrieve her messages from her answering machine. Customer up before she was able to set up the call. The agent is
Service apologized to the cuslomer. The cuslomer would ke follow- famihar with the correcl procedures tor Answering Machme
up by the Program Manager Retrieval. Agenl lollowed-up with lhe cuslomer to let her

know the Team Leader met with he agent.

14 107/09/08  |An OH VCO customer states the refay operator typed out the 07/09/08 The agent acknowledged that she misread the customer's
answering machine message even though It states in her notes not note and lyped Lhe answering machine message. The agent
to type out answering machine messages. Customer Service attempled lo apologize 1o Lhe cuslomer.
apologized 1o the customer. he customer would like follow-up from Manager lold the customer Ihat lhe ageni acknowledged that
the program manager. she misread |he customer's noles. She apologized lor this,

15 |07/09/08 |An OH VCQ customer states the refay operalor 1s unable to retneve |07/09/08 Follow-up with the agent was not possitle due to insufiicient
her messages [rom her answenng machine Cuslomer Service information provided to us. There was no indication when
apologized |0 the customer The ¢uslomer would like follcw up by the and/or whal me lhis incident occurred If this occurred prior
Program Manager. to the initial cuslomer contact with customer service, the

agent identified was nol scheduled at the time of (he zlleged
incident. Manager lefl lhree messages lor the customer to
call me bach. Manager did not get any return calls. The case
15 closed

16 J07/11/68  |An OH voice caller works in banking and complains that when 07/11/08 The Team Leader met with the Communication Assistant
speaking with her hearing impaired cuslomer lhe agent relaying the (CA) and advised her to speak more loydly and to read
call made il hard 10 follow due to mumbiing and mixing up Nnumbers carefully what is typed by lhe TTY user. She emphasized to
given by her customer. The caller has used relay frequenlly and feels not be in 2 hurry and |hat to turn up the volume on the
this kind of service makes 1l mare difficult for the public to microphene is a standard procedure.
understand a service they may not be familiar with Guslomer
Service apologized and explained the agenl's supervisor would be
notified for follow-up with the agent. The customer does not want to
be contacted.




17 |07/13/08  |A customer is experiencing problems making voice to TTY calls via |07/15/08 The Reday Customer Service representalive conlactad the
CH Relay using Yahoo Messenger from their computer. The custemer to discuss the issue. The problem experienced is
customer requested to be conlacted back. not a Relay issue. The customer will contact Yahoo

Messenger Service regarding calling frem a number
fransmitted to Relay.

18 07/15/08 |A VCO cuslomer complained of garbling and is prepared to conlacl  [07/15/08 The customer said her calls arg impraving, but she will
the Better Business Bureau. The most recent garbled call fook place document everything when the problems do anise. She
today prior to 1100 AM CT. Cuslomer Service apologized and thanked me for working with her.
opened a Trouble Tickel. Follow-up was requested.

19 107/17:08  |An OH VCO customer says the agent did not follow her prgfﬂg 0717/08 The agent is aware to follow a customer's profile notes and
ingtructions indicating not to type Ihe answering machine recording instructions. Agent foliowed-up with lhe customer.
and to type only gender and GA lor greeling. Customer Service
apolegized for lhe inconvenience. Fallow-up was requested.

20 |o07/17/08  JAn OH VCO customer says the agent did nol follow her profﬂe 07/17/08 All agen|s were coached on the importance of following a
instructions indicating not lo type Lhe answering machine recording cuslomer's notes and inslruclions. 1 left a message with the
and to type only gender and GA for greeting. Cuslomer Service customer apologizing and inferming her thal all agenis were
apologized for the inconvenience. Follow-up was requesled. coached on the issue.

21 [07:17/08  |An OH VCO customer says the agent did nol follow her notes 1o not |07/17/08 The agent remembered the call and he said he was certamn
type oul lhe answering machine message and 1o nol lype any that he had followed Ihe customer's notes to the "T". The
greeting expect for gender and GA. Customer Service apologized lor agent 1s very careful 1o read and follow cuslomer notes
1he inconvenience. Follow-up was requested. Agent called the cuslomer back and lefl a message on the

answering maching that | had followed up with this agent.

22 |07/17/08 |An OH VCO cusiomer says this agent did na! follow her customer  |07/17/08 Coached Agent on reacing and following customer notes.
notes about answering machine retrieval or typed greetings. Agent will be very carelul in the future. Lell message on
Customer Service apologized for the inconvenience. Follow-up was customer's ans machine 10 lel her know thal Agent had
requested followed up with the agenl

23 [07/17/08 |An OH VCO customer called to camplain that agents in MO and MN |07/17/08 Agent called the customer three times and left messages for
centers are not able to retrieve her answering machine messages. her 1o call me back The cuslomer has nol returned my calls.
Customer Service apologized tor the inconvenience and opened a The case is closed
Trouble Ticket. Follow-up was requested.

24 107/18/08 A cuslomer complains thal the operator did not follow the customer's |07/18/08 The Team Leader wenl over this complaint with the agent
prolile noles that stale "Don't type answenng machine message-just She said that she misread the inslruclions. apologized for
type (ans mach)GA". Also "type gender and then GA when phone Is the inconvenience and will be more careful in the future.
answered" The operalor apologized. however Lhe customer Is very
tirad of this happering on so many calls Customer Service lhanked
her Tor letting us know and lold her Ihe reporl would be sent 1o the
call center supervisor. Foliow-up was requested.

25 |07/23/08 §An OH TTY customer reperis being unable to connect using 711, 07/23/08 The customer did rol pravide their contact number for us to

although lhey are able to connect Lo relay via the toll free number.

Relay Customer Service apologized for the problem, instructed the
customer to dial the toll free number to connect lor the time being

and furned in a Trouble Ticket. Follow-up was nol requested.

work with their LEC The cuslomer also did not requesi
follow-up




26 |07/26/08 | A voice customer called in six times on 7/26/08 and heard anly TTY [07/26/08 Account Manager spoke with the customer's son who stated
tones on sach call when attempting to reach relay services. The that his mather has not had troubie with her relay calls and
customer dialed both 711 and the 800 number and was able to get all is working well.
through but only o TTY tones; voice communication was never
established. The customer's LEC 1s AT&T. Customer Service
apclogized to the customer and went lhrough Ihe steps on the 711
Troubleshooting Job Aid sheet. They gathered pertinent information
and informed the customer Lhe issue would be directed fo Technical
Support for resolution. The representative recommended the
cuslomer conlinue attempting to establish communication with a
relay operator, making sure to stay on the Iine Ibrough lhe TTY tones
far a possible link to a voice operator. The cuslomer requesled follow
up.

27 |07/31/08 |A customer reports an agent had trouble reading whal was typed and]07/31/08 The Supervisor mel wilh the agenl and reviewed voice tone
relaying what was said. and reading text to lhe caller.

28 108/04/08 |A TTY customer states they cannot reach Chis Relay Service 08/04/08 A technician left 2 message for the customer on Augusl 25
Customer Service apologized for the preblem and apened a Trouble and Agent lefl anclher message today, Seplember 29.
Ticket. Fallow-up s reguired lor problem resolution requesting lhe customer cali me back.Agent left another

voice message lor lhe customer to call back.
The cuslomer has not returned any of the calls. The case is
closed.

29 |08/06/08 |A caller reported that for the past six months she has been unable to [08/06/08 Agent [orwarded this issue to the development team and
connect to her sisler-in-law in MA using the OH relay tall free number they said lhe problem originales from the privale lines.
and 711, She has also iried the MA relay number. The relay agent Account Manager called the customer to let her know
reaches a siren type sound with no ringing when dialing the TTY
number. | placed a test call direclly to the number and il rang with no
answer six Umes. | enlered a Trouble Tickel wilh all the details |
apalogized and let her know lhat a Trouble Ticket would be entered.
and a technician might call if mare information was needed She
welcomes any call and follow-up is requested

30 |08/10/08  |The customer stated that the Communicaton Assistant did not type The customer did not request follow-up.
accuralely or verbalim whal was voiced by the perscn she called |
apologized to the customer. No follow-up 1s necessary.

31 ]08/11/08 |An OH Voice cuslomer slales thal when dialing the toll frae number  |08/11:08 Agent {eft three voice messages on the cuslomer's voice
to reach a voice relay agent they get TTY tones and then the line mail asking her lo calt back. Nao calls relurned. case closed.
disconnects and !hey are unable 10 piace Lheir calt Relay Customer
Service apologized for the problem and submitted a Trouble Tickel.

Foliow-up is requested

32 [08/12/08 | The customer states, "the relay operator didn't type clearly and # was|08/12/08 Agent explained 1o the TTY user that it sounded like a

all mixed letlers. | was not satisfied.” technical 1ssue and was not recessarily the aperalar's
typing. Ageni emailed the customer Lhat the agent had been
coached and given ways o possibly clear up garbling.




agent’s typing.

33 |08/12/08 |The customer reports that a VCO to VCO call was not processed 08/13/08 The Supervisor reviewed VYCO to VCO procedures with the
correcily. The Communication Assisiant did nol type anything for agent.
aither caller on tne.

34 |08/15/08 |The customer states a2 Coomunication Assistant did not know how to [08/15/08 rManager met with the Communication Assistant and covered
properly leave a message on an answering machine VCO to answering machine procedures.

35 |08/17/08 A caller reported that the agent did not read and follow her customer |08/18/08 The Supervisor spoke with this agent about the call. She
notes. She wanted to leave a message the first time and the agent remembered the customer and did admit 1o making the
did not do Lhat. No follow-up was requested. mistzake The agent apologized al the lime lo the customer

but the customer hung up. The agenl again apologized for
the inconvenience.

36 108/19/08  |The customer states the agent made the same mistake on three 08/19/08 The agent remembers this and says the notes indicate to not
separate calls. She wanted to leave a message without redial. The type answering machine recorgings but does nol say le
notes are in place m Ihe customer profile database. Customer leave a message the first time without a redial to the answer
Service apologized. No follow-up was requested. machine. The procedure 1s lhe agent hangs up and lets the

caller know an answering machine was reached. The agent
then waiis lor Ihe customer to say if they want to leave a
message or not. The agent does not assume the customer
wants 1o leave a message.

37 |08/21/08  |The cuslomer reports the Agent typed verbatim what the cutbound  |068/27/08 The Agent followed procedure.
voice person said and alter 3 minutes the outbound voice caller hung
up

38 J08/23/08 [The caller complained that the agent did not follow her instructions  |08/28/08 Agent met with agent and coached them about maintaining
and was nol focused on Lhe call. focus and keeping Lhe caller inlermed.

39 |08/24/08 |A customer slated that the agenl did nol follow their instructions. The |08/24/08 There 1s no agent with that number
Customer Service represenlative apoiogized to the customer. No
follow-up was requested.

40 |08/27/08 |An OH VCO customer states the relay operator did not follow the 08/27/08 The agenl was coached on the imporiance of reading the
customer's notes. The customer dees not want the operator to type customer's notes and following the instruclions as stated.
out the message recording. so thal they can leave a message the The agent acknowledged this
first hme Gustomer Service apologized o the customer. No follow-
up was needed by the Supervisor.

41 |0B8/30:08 A customer has made many altempls to reach a number. However, |08/30/08 Customer Service entered a Trouble Ticket to resolve the
the relay operalor states lhe number 15 iInvalid and will not place her issue sc the customer will be able Lo connecl to Ihe number
call. Custormer Service apologized for lhe incenvenience. The dialed through relay
customer requested a lollow-up. Agent lelt a message !0 ask the cuslomer how her calis were

working out
Agent lefl lwo more messages There was no answer nor an
answenng machine The case Is closed

42 [09/01/08 |The customer gels garbiing on their TTY and cannot read the refay  |09/05/08 Agent calied the cuslomer and she got a new telephone so

all 1s now working fine




43 109/02/08 |A customer states the agent did not keep the VCO user informed 09/02/08 The Agent was typing the outbound caller's response. The
and then disconnected the call. They asked the ageni to hold for 3 outbound caller voiced thal they could only hold for 3
minutes and the Agent typed that they can only hold for 3 minutes, minutes and the agent was merely typing the cutbound
then disconnected befere VCO user returned to the call. person's respense. After the voice party hung up, the agent

relayed thal the person hung up.

44 [09/02/08  |A cuslomer reponts they were waiting for the Communication 09/02/08 Agent met with the agent and coached them aboul
Assistant (CA} to respond. The CA said "one moment please’ and mamtaining focus and keeping the caller informed.
then gave no turther response. The caller was nol sure if the CA had
hung up, sc they called back and gol a diflerent CA

45 |09/08/08 |A TTY user came in on the wrong line and hung up. 09:09/08 The customer did not request follow up.

46 |09/10/08 JA TTY call came in on the wrong lire. 09/10/08 The customer did net request follow-up.

47 109/12/08  JAn CH Voice customer reports camng 711 and that nothing happens. |0g/12/08 The customer did not request follow-up,

The customer said she called trom two differenl phanes and got the
experience. The customer slates they de not need todiala 1 or 9 to
get out of the building. The customer calls to our designated toll iree
number and rgaches a relay operator. The customer is afraid olher
people will not be able to reach a relay operator when diafing 71 1.
Customer Service turned in a Trouble Tickel. No lollow-up was
needed.

48 [09/18/08 |A caller Is experiencing feedback lhat sounds like an echo on 1he line|09/18/08 The customer did not request follow up.
when making Speech to Speech calls. Customer Service apelogized
for the problem and opened a Trouble Ticket Follow-up is nol
required on this issue.

49 109/18/08 |The agent asked the VCO caller to speak more quietly while in the  |08/19/08 Manager met with the agent and emphasized it is against
middle of the call and Ihe VCO user was very embarrassed procedure to interrupl Lhe call lo tell the caller they are

speaking too loudly.

50 09/21/08 JA customer states: "The operater was not patient. The operator 10/01/08 The Supervisor met with the operalor and coached the
interrupted in the middle of typing. The operator needs to be palient * operalor lo be careful and nol lo inlerrupt.

51 J09/29/08 |An OH VCO customer states this agenl was rude. did not leave a 09/29/08 The Superviscr spoke with this agent. She stated that she
message as Instructed and hung up on them. Relay Customer tned 1o lell lhe VCO user they would have to voice the
Service apoiogized for the prablem. No lollow-up was requested message of type it for the agent lo read. The agent did not

jeel she was rude; she was jusl lrying to make the call easier
for Ihe VGO user. She was coached on following customer
instructions and maybe phrasing Lhings a iittle differently.
The agenl apologized for lhe inconvenience to the cuslomer.
54 09/30/08 |Caller states that the agent hung up on them 10/02/08 The agenl did not remember the phone call or hanging up on

anyone | mentioned the need le be cautious and to have
documented it it it does happen. | attempted Lo call the
customer back, but the phone number was disconnected.




55 |10/03/08 |An OH voice customer who is hard of hearing reports that he keeps |10/03/08 The customer did not request follow-up.
getting very loud noises when he uses relay to talk with his TTY
callers. "Your service is not very good.” Agent apologized and
expiained his 1elephone number preference and brand was set as a
VCO user in lhe system. | changed his settings to Voice user. Agent
asked him to allow 24 hours for branding to be effective and call
back if the problem conlinues. The cusiomer does not want follow-up
contact.

56 [10/068/:08 |An OH HCO user complains that agents de not announce relay to 10/06/08 The customer did not requesl follow-up.
her or her husband whao answers the phone by voice. She keeps
missing calls. The cuslomer suggests that more tramning be given 1o
agents on HCO procedures. Agent apologized and explained that |
would be sure to pass this infarmation on 1o the trainers. The
cusiomer does nat request follow-up.

57 J10/06/08 [Customer called "l just made a call awhile ago. The agent hungup  |10/06/08 Manager met with the agent. The cal rolled aver to the agent
on me and | don't know why." | apologized 1o the customer for the and they announced the call, bul there wasn't a response.
inconvenience and assured him that this would be forwarded to the The call rolled over and the agent announced, but with there
approphiate supervisor. The customer requested follow-up at the still being no respanse the agent hung up. The call did not
telephone number provided. came through and the agent followed the correct

procedures. The agenl understands not to just hang up on a
customer When lhere ts no response. the agent 1s parmitted
o hang up Agenl lelt a message thal thal agent was
coached

58 [10/07/08 A customer reports being unable to make Long Distance calls via 10/15/08 Agent spoke with the customer and she told me sha has not
Retay using their carrier ol choice. The relay operator hears a made any long distance calls since she reported Lhe
recording that she 15 unaulhorized to make a Long Distance call. A preblem. She will make a call and lel Customer Service
Trouble Ticket was entered and he customer reguests contact. know now It went.

Cusomter called back and all 1s working well now

59 11071908 |A customer stated their cell phane could not make contact with a 10/19/08 The cell phone number was rebranded as a Voice line as
voice relay operator. Cuslomer Service apclogized and submitted a directed by managemenl. If Ihe problem persists alter
troubleshooting lorm. The customer requested follow-up from a brancing, a Trouble Tickel will be entered.
tachrician.

60 [10/22/08 |A cuslomer complains their agent was "a Bad speller! examples - 10/22/08 Manager met with the agent and discussed the problem with

wharranty (warranly), juswt (just), dlel {dell}.” The complainl was
submilled on 10/18/08, bul no date was gven for the actuai call. The
nlarmation was lorwarded to the carrect center No follow-up was
requested.

spelling 50 as 1o nol have 1t occur in the future Coaching
included pacing the customer and being more aware The
customer did not request lollew-up




10/27/08

The caller reported to Customer Service on 10/25/08 that she has
had problems connecting to VCO OH relay fcr the last four months.
Also, voice callers are unable to reach her when dialing 711. They
just get TTY tones or computer-like tones and then it disconnects
without a voice operator ever answering. She has reported this
several times with a Trouble Ticket entered with the mosl recent
complaint. Customer Service apologized for the problem and oflered
to brand all the numbers that might call to her as VOICE <o Lhal Lhey
would connect immediately to the relay operator. She provided 94
numbers which Customer Service will brand. The representative
checked her number and it is branded as VCOQ. Follow-up was
requested.

10/27/08

Agent left 2 message on voice mail for the customer to call
me. Agent called the customer three times through relay
and she hung up each lime agent attempted tc reach her.
The case is closed.

62

10/29/08

A caller reporied that he is unabie to receive incoming relay calls to
his barbershop from regular customers. When they dial 711 or the
toll free OH Relay number, the line never connecls tc a voice
operator. This is hurling his business and he is fed up wilh the
situation. He cannot afford Lo hire a recepticnist. He provided
examples of two customers and numbers thal could riot reach him.
Customer Service apologized for the inconvenience and submitted a
Trouble Tickel. They advised him lhe repert would be sent lo the
Program Manager. Follow-up contact was requesled.

10/29/08

Agent got a recording stating that this number was
disconnected and no lurther assistance was available.

63

11/06/08

A complaint was submitted regarding the accuracy of captions

12/04/08

The custemer shared general feedback regarding captions
he is receiving. The Customer Service Representalive
asked the custemer If he could provide a sampling of what
he is seeing or details such as lhe date. time, and agent 1D
of a call. This would allow us 1o 12ke specrfic action with Call
Center personnel. The customer has selected not Lo provide
further comment or delail.

64

11/10/08

Calier reported that she was unable to connect to her heme number
through OH Relay from her number at work The agent reaches an
error message thal says that the number 1s INVALID She recently
swiiched local phone carriers [rom Cincinnatl Bell to Time Warner.
and evidently the new home number is not valid in our system Calls
directly Irom desk phene in Customer Service went through Lo Lhe
number fine. Cuslomer Service Response: Apclogized lor lhe
inconvenience and told the customer a trouble ticket would be
entered to resolve the issue Thanked cuslomer for leling us know
Follow up requested.

11/10;08

Ageni called on March 19 and got a recarding which would
nol allow me tc leave a message and lo try my call again
later. Ona March 25lh, agent called the customer's
videaphane number and received no answer. Agenl called
again on April 16th and received no answer. The case 1s
closed

65

11/21/08

A complaint was submitted regarding the accuracy of captions

11/21:08

Customer's husband shared general feedback regarding
accuracy ol captions. CS Rep apologized for incidence and
thanked cuslomer lor bringing their experence to our
attention. Customer did not have specilics for us to follow
up with. CS rep noted that if the customer documents the
date, bme and CA# of any future calls. we can take more
specific achon with the CA captioning the call.




66

11/24/08

An OH VCQO customer cafled te complain that the operator's typing
was so poor that they could nat understand what the person they
were calling was saying. The caller stated this happened at
appraximately 2:10pm today. Customer Service apologized for the
problem. The caller did not request tollow-up.

11/24/08

There is no agent with that ID number, The complaint is
closed due to no agent Lo follow-through with.

67

11/29/08

An Inbound Speech to Speech call came in on two computers at the
same lime and the customer could nol successiully connect. He
could not hear either of the agents. Il happened again and the caller
had no connection. He disconnected the second tme and called
back in a third lime lo finally gel one oparalor. He said he wasn't
mad. just scared; that it wasn't a complaint. just a concern.

11/29/08

The Team Leader talked to the cusiomer and informed the
cusiomer 2 Trouble Tickel had been entered about lhe
issue. The Team Leader advised |he customer to let us
know it Ihe problem happens again and he said that was
okay.

68

12/04/G8

An OH VCO customer reporled expenencing difficulties connecting
to OH Relay VCO and TTY numbers for the pasl week. The
custamer receives typed messages to hold for next available
operator but is not connected Test calls were made from a Relay
Customer Service desk phone lo CH Relay VCO and TTY numbers
and both connected immedialely. The Customer Service
represenlalive advised lhe cuslomer thal a Trouble Tickel would be
entered and transferred the customer lo an OH VCO operalor 1o
make her call. The customer did nol request additional contacl.

12/22/08

The customer stated she would call Relay Customer Service
1o check the status of her complaint.

62

12/04/08

A cuslomer stales that she cannol reach relay consisiently when
using the ¥CO dedicated line number that Is programmed into her
pheone Previously, it worked just fine bul in the |ast several months
has only worked intermitlenlly Cuslomer Service apologizad for the
preblem and assured her thal a Trouble Ticket would be sent in on
the problem

12/05/08

On 3/13/09. Agent left a message on an answering machine

for her lo call back Agent called agan an 3/17 and received
no answer nor an answering machine.

Agent called on 3/17 al 3.50 PM and lelt a message on voice
mail. The cuslomer has nol relurned the call and the case is

closed.

70

12/04/08

A caller reporls they cannot reach CH relay through the dedicated
VCO number. Customer Service apolagized tor the problem and
opened a Trouble Ticket. Follow-up 1s needed o ensure problem
resciution,

12/04/08

Agent called on 3/13 at 12:55 PM. no answer Calied again
at 11:55 AM on 3/17, no answer Called al 3:55 PM on 3/17,
person hung up on agenl. Case 1s closed.

71

12:Q07/08

The customer gave instruchons to not type out the answenng
machine recording and let her leave a message These instructions
were also in her cuslomer noles. The operalor lyped Lhe answering
machine recording and did nol follow these instructions. Cuslomer
Service apologized for the inconvenience and assured the person
that the operator would be instructed in correct procedure The
customer did not request fallow-up.

12/07/08

Manager coached the cperator on the importance of lisiening
10, reading and followng through on customer instruclions.

12/08/08

AN OH VCO customer complains the agent typed cut the message
on an answering machine, causing her lo have lo redial to leave a
message. rather than following her notes with instructions. Customer
Service apologized and explamned the agent's supervisor would be
notfied about the 1s5ue. The customer did not want further contact.

12/08/08

The agenl was coached to follow a cuslomer's notes.




real estate taxes call and being unaware ol what happened The
caller did not appreciale being hung up cn in the middle ol
processing information. Also, Lhere was a long delay o repeal Lhe
call with another agent. The supervisor did not receive the dale of
call, but it tock place the week of 9 FEB to 13 FEB

73 |12/27/08 A VCO user reports that they cannot reach an agent. This has been |12/20/08 Agent called the customer on March 13 and she asked that
an on going issue and they would like the prablem addressed and Customer Service should not call her anymore and hung up.
hopes that relay can fix the issue. The VCO user has tried several Agent tried called again and there was no answer. Third
times, Customer Service has transfeired her also and she still does time, a person answarad and hung up. The case is closed.
not get an answer from a relay agent. The indwvidual was very upset.

The Customer Service representative apologized and stated that the
information would be passed on. No lollow-up was requested.

74 |01/02/09  |The Communication Agent did not dial out and ignored instructions  [01/02/09 The Team Leader met with the Communication Assistant
fer VCO. Finally. the VCO caller hung up and would like a letter sent (CA). When Ihe CA dialed out, Lhey received Ihe error
far follow-up. message "cannot dial out.” The CA typed (pls repeat) and

the VCO caller screamed out the number, The CA could not
understand it and then the VCQ caller hung up. The CA says|
she has had this same VGO user since then with no
problems or issues on dialing out or underslanding the caller
The Team Leader reviewed procedures for what to do when
getting error messages and when not able to understand a
caller.

75 [01/02/09  |A voice user reports that her grandmother makes VCO calls and gets|01/02/09 Agent called and left a message letling the customer know
an "invalid number" message when calling the correct numbers o that Lhe 1ssue was fixed and the numbers should be working
family members. Calling directly, the same numbers go through line now.

Agent apologized and exp'ained that | weuld let the relay lechnicians Agent lefl contact numbers for the customer to call back i
know about Ihe 1ssue. Tesl calls produced the same results and the they had any guestions or concerns.

recemmendation was to check with lheir loca! Ielephone provider for

trouble shooting. A Trouble Ticket was created. The customer wants

future contact with a resolubion.

76 ]01/18/09 |A VCO user stated that on a call al approximately 12.15pm the agent [01/21/09 The Team [eader met with agent. The agent had realized
did not follow the customer's notes. The nole slated that she wanted the wrong number had been dialed out and apclogized. The
10 leave a message cn the first dial. When the customer confronted VCO user became very upset so lhe agent called for
the agent about nat following the notes, lhe agenl was supervisor assislance and Lhe call was documented. The
"unprofessicnal” and tald her that the "the FCC reguires us lo lype supervisor then observed lhe call for five minutes. Nothing
out the answering machines na matter what " The YCO cuslomer was mentioned aboul Ihe FGC or answering machines. The
was very upsel because she has never been 1old this and has never call veniiicalion log was checked by the Team Leader and
had an issue with any other agent The Customer Service attached to lhe paper copy ol the Customer Contact.
representative apologized lor lhe lack of professionalism [rom the
agent. The representative informed the caller of the correcl
procedures. No follow-up was requested

77 [01/20/09  |A voice cuslomer reports recetving calls from a person fraudulently  |G1/20/09 The customer was informed about fraudulent calls and
using our services to buy something wilh a siolen credil card protecling his business.

Customer Service apologized and sent a 11p sheet 10 lhe customer
No follow-up was reguesled.

78 J02/12/09 |An ASCII customer reported being unable to connect to Ohio Relay  [02/12/09 Account Manager senl three emails to the customer inquiring
Service. The Customer Service representalive apologized lor the how his relay calls were warking, but did not hear back from
probtem and opened a Trouble Ticket Fellow-up 1s required to him The complaint s closed.
ensure problem resolution.

79 |02/168/08  JA VCO user is upset aboul being cul off in the middle of an important|02/16/09 The Team Leader met with agent on 2/19/09. On VCOC calls,

this agent can hear the YCQ caller, but they are not able 1o
read the Braille Alsa, some calls do end. A Trouble Ticket
was entered mic lhe syslem. The agent was ccached and
emphasis was placed on entering a Trouble Tickel and
creating documentation If the call 1s disconnected. The Team
L eader emphasized thal agents can never disconnecl calls
The Team Leader sent a letter to the customer for follow-up
per the customar's request.




don't have a female wilh thal agent number. The male agent with
that number works Lhird shift and was not there within 24 hours of the|
VCO call noted in this complaint.

80 02/17/09  |A VCO customer reports that a relay agent did not follow instructions [02/23/09 Procedures were reviewed with the agent. No follow-up was
from the Customer Database. The agent typed "answering mach requested.
playing ga” when the Customer Database note is "will leave message
the first lime - lype (ans mach) ga”. The Customer Service
representative apologized for the problem encountered and
explained ihat the complaint would be forwarded to a supervisor. The
customer did nel request further contact.

81 |03/03/09 |A VCO customer reports that the Communication Assistant (CA) did |03/03/08 The agenl coes nol recall this call. She is aware of the
nat process their VGO call properly. When the VCO cuslomer spoke impartance of keeping the caller informed. No tfollow-up was
her parl of the conversation at the beginning of the call and said GA, requesied
nothing happened. There was no message lyped by the CA. The
VGO caller then said GA GA GA and the agent typed that a portion
of lhe VCO caller's message had been cul ofl. When the caller said
gocdhye and was ready to hang up, they waited lor lhe CA {o type
"{person hung up)" or whatever was being heard, but nothing
happened. The VCO customer requested that lhe CA get more
training cn YCO call procedures. The customer aiso reporled there
was a long wail 1o reach a CA when calling into relay. Cuslomer
Service apolegized for the problem encountered on 3-2-09 and
advised that the complaint would be sent io a supervisor. The
customer did not request lurther contact.

82 |03/06/09 A voice customer reported recewving threatening calls vig OH Relay. |03/06/02 The customer was educated regarding relay calls.
Customer Service apologized and no follow-up was requesled.

83 ]03/08/09 |A customer reports that an agent quit processing their call in the 03/08/09 The Team Leader mel with the Communication Assistant
middle of a phone call. The VCQ user did nol appreciate this and [CA} and coached her on procedures  The CA underslands
requested follow-up by letter please. she s not to hang up on customers This could have been

attributed to a possible compuler problem, but there 1s no
way to verlly Ihat. The Team Leader senl a lefler on 4/14/09
{o the customer apclogizing

84 |03/11/09 |An OH STS customer uses Skype to make telephone calls and their |03/11/09 Agent left a2 message on voice mail on March 23, March 27
"caling from" number is now beng transmitled 1o us correctly. When and April 19. The cuslomer has not returned Lhe calls and
he customer reached OH STS we would receive a Washington DC the case is closed
number with another STS customer's notes and information.

Customer Service apologized 10 the customer and entered a Trouble
Ticket. The customer would like lollow-up from the Program
Manager.

85 |03/112/08 JAn OH VCO customer states they dialed 711 and the 800 number tor|03/12/08 Agen! spoke with the customer and she was not sure which
a relay operalor and reached a recording that said "Please hald for number her friends were calling - 711 or the 800 number.
the next avallable relay operator”. The customer was agitated Lhal Agent sent her a cait log spreadsheetl lor her fnends 1o keep
they wailed 20 minutes lor a relay operater le come on Lhe line They track of the calls. She tharked me and will keep me
are worried |hat there will not be a relay opetator if they ever have an updated
emergency. Cuslomer Service apologized 10 the cuslomer and
opened a Trouble Ticket. The customer would like follow up by the
Program Manager.

86 ]03/17/08 |A TTY user stated they called relay to leave a message and instead |03/17/09 The Team Leader met with the supervisor who relrieved the
of the message being lefl Ihe operator transferred them 1o supervisor documentation on this call |t was disconnected due (o
who then disconnectad the call claiming that the TTY user was being abusive language to the Cemmunicalion Assistant and
rude The TTY user was informed thal the infarmalion would be callers being localed in the same room. The supervisor
forwarded ta Lhe appropriale supervisor. venfied the sexual conlenlt. voices screaming in Lhe

background. an echa like would occur in a big room and
background voices saying. “type this!”

88 [03/25/08  |The customer reported a complaint with an agent number, but we 03/25/09 The customer said when he gels this agenl. all he gels is

XXX. The Supervisor wrole that this may be a lechnical
issue.




I89 [03/26/09  |A customer was vary upset at the poor spefiing of an agenr?he call |03/26/09 The Team Leader called the customer and left a message
ended at 9:45 am on 3/26/09 when the customer asked for a on 3/31 at 1445 pm. The Team Leader callec again on 4/1 at
superviser. The Supervisor verified the spelling errors by scrolling 134pm and spoke with the VCO user. The Team Leader
through the call screen, bul did see thal typo's had been properly apologized and informed the customer that we are working
marked with XXX. The Supervisor thanked the customer far the with Lhe agent on pacing and using abbreviations and
feedback to assist with training and that helped the customer calm expandable words to help wilh spelling.
down. The customer wanis a lollow-up phone call.

91 |04/15/09 [|When asked the first time, the agent would not give hisfher number  [04/15/09 The agent does not recall the call but has been asked to
or gender. After the queslion was asked, they said hello lhree limes repeat her agenl ID previously and has always provided 1L
wilh no respanse and long delays. The customer slales the agenl did but may nol have included the gender. The ageni knows to
a terrible job. They looked up the agen! and il was a lemale agent give the ID when asked for iL.

The supervisor apologized lo the customer and told Ihe cuslomer
that the agent will be coached on call procedure

92 04/16/09 |A VCO customer asked lor retrieval of answenng machine 04/16/09 The agent was new and was coached on correcl procedure.
messages, but the agent didn't know how to get her messages. The
cali look place at approximately 2 o'clock on April 16, 2009 The
customer reports she called back into CH Relay and the next agent
was trained in answering message retrieval. Gusiomer Service
apologized and no follow-up was requested

93 |04/23/09 |A TTY user reports that an agent hung up on them. 04/23/09 The Team Leader mel with the agent. The agent said he had
a couple of 'no response’ calls but does not remember
anything else. The Team Leader had the agent describe
disconnect procedures to verify Lhat he knows the correct
procedure for no response disconnecls.

94 [5/4/2009 JCustemer called about accuracy of capticns 5/4/2009 Customer shared feedback regarding accuracy of capbons
during call with CS Rep. CS Rep apologized for incidence
and thanked customer lor he feedback. Call detail was
shared with Call Cenler management for follow up with the
CA by the CA's supervisor.

95 |05/12/09  |A VCO caller siates there were long delays and so many insorrect  [05/12/0% The Team Leader met with the agent and wentl over requyred

words and misspellings Lhat the call did not make sense. typing speed and paying allention to spelling during & call.
The Team Leader called the cuslomer to apologize and
thark lhem for feedback on our service.

96 |05/21/09  JAn OH VCO customer stated the operator did not follow her profile  |05/21/09 Agent spoke with the agent and she remembers the call.
instructions on a call that ook place al 2 PM cn 5/21/09. The noles She was assisted by the operations adminisirator as well on
read "do not type answering machine messages.” The cuslomer this call. The agent did follow the cuslamer's verbal
explained she would have "lel 1t go," but the operater wouldn'l instructions and informed the cuslomer when she could
respond when asked, "did you read my notes? They say do nol type leave her message but the customer was being
messages.” There was no apology and no response from lhe agenl unreascnable and did net want to lisien Lo the agent. The
The Customer Service representative apologized 1o Ihe customer agent said she did not ignore the customer nor did she
No lollow-up was requested. disconneel on Ihe customer. The operations administrator

confirms her slory
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Tally

Date of
Complaint

Nature of Complaint

Date of
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Explanation of Resolution

06/18/09

A customer said that the Communication Assistant
Jprolonged a call, and did not do what the customer asked.
After the VCO gave the number to dial the first time, the
Communication Assistant got a recording, and the VCO
customer gave instructions. The customer said the agent
typed the recording a second, and third time, but did not
Jrelay an option for what the customer wanted. The
customer requested a follow up letter.

06/18/09

It was confirmed that the Communication Assistant did follow
procedures, and the customer was upset that the outbound line
was having phone problems as it kept connecting to the wrong

place. The Team Leader sent a letter to the customer.

06/29/09

A Voice customer called relay, returning a call froma TTY.
The customer said that the agent hung up after the Voice
customer requested a specific Communication Assistant
number. The customer said that the Communication
Assistant was rude, and interrupting them. Follow up was
requested.

06/29/09

The Team Leader called the customer as requested for follow
up, and gave the customer service number to the customer. The
Team Leader met with the Communication Assistant to make
sure they know how to give the Communication Assistant
number to all inbound and outbound customers when asked,
per procedures.

07/06/09

A customer said they were not happy because they said it
took 30 minutes to get through to an operator to place a
call. The customer says they have been experiencing long
waits, and is concerned about getting through in case of
an emergency.

07/06/09

The Team Leader sent this complaint to upper management, so
that they would be aware.

07/15/09

Technical - General

07/17/09

A customer was unable to dial one specific phone number with
the CapTel. It was identified that the CapTel customer's
telephone carrier was routing the call incorrectly. The
adjustment was made by the carrier to correct the routing. This
adjustment has resolved the issue, and the customer was able
to successfully dial the number.

07/22/09

Accuracy of captions

07/22/09

A customer shared feedback regarding accuracy of captions. A
Customer Service Representative apologized for the incident
and thanked the customer for bringing their experience to our

attention. Feedback as received was passed on to Call Center

Management. Information about clearer captions when
captioning external answering machine messages was mailed.

08/05/09

A repairman from ATT contacted Customer Service to
Jreport an ongoing problem with a VCO customer being
unable to reach her doctor's office when calling through
Ohio Relay. When the VCO customer calls the doctor's
office they reach a recording stating that the number is
disconnected/no longer in service. A previous trouble
ticket had been entered on this complaint. The Customer
Service Representative thanked the repairman for
Jreporting the problem, and explained that a trouble ticket
would be entered. Follow up was requested.

08/05/09

The customer was informed via voice message that all is
working fine, and to call if there are any questions.

08/10/09

A Voice customer said that the call they received was
Jinappropriate and sexual in nature and wants a formal
complaint made. Apologized. No follow up was requested.

08/10/09

The customer was informed about the purpose of relay calls.




08/10/09

A customer reported that she requested to be transferred
to Relay Customer Service, and that the Communication
Assistant put her on hold saying "one moment please.”
The customer waited for about two minutes when the
Communication Assistant came back on the line and
informed her that she had to answer another phone.
When the Communication Assistant was questioned about
that statement, she said she had to answer other calls as
well. The Customer Service Representative thanked the
caller for letting them know, and told her a report would be
sent to the call center's supervisor. Apologized for the
inconvenience. No follow up was requested.

08/10/09

The Team Leader met with the Communication Assistant. They
went over proper call procedures with particular attention to
keeping the customer informed and following customer
instructions. The importance of providing excellent customer
service was stressed. The Communication Assistant
understands.

08/10/09

A Customer reported that the Communication Assistant
did not follow the instructions in her database notes.
When the Communication Assistant was questioned about
this, they hung up. Customer Service apologized for the
inconvenience and let her know that a report would be
sent to the call center supervisor. No follow up was
requested.

08/10/09

The Communication Assistant does not remember any call
during which she may not have followed customer notes. Due to
the fact that there was no specific information provided
regarding the time of day the call took place, the day the call
took place, or which customer note the Communication
Assistant did not follow, it was difficult to follow up with the
Communication Assistant regarding anything specific.

10

08/14/09

The Cleveland Ohio police department called in for one of
our Ohio VCO customers. They said that when the VCO
customer requests 911 the relay system is dialing
Lakewood Ohio police department, when it should be
dialing Cleveland Police department. The police
department stated that the VCO customer has many
medical issues, and it is vital that they are directed to the
correct department. The customer was a former resident
of Lakeland, but has since moved to Cleveland. Also the
customer has same phone number they had when they
lived in Lakeland. Customer service apologized to the
Police Department and turned in a trouble ticket. The
police department requested a follow up.

08/14/09

The customer was informed that customer to let him know that
the Public Safety Answering Point number was changed to the
number that the Ohio Police Department gave us. The customer
thanked us for updating the information.

11

08/18/09

A customer said that a certain Communication Assistant
called a recording several times, but continued to get the
wrong number. The customer was very upset due to the
fact that the call was long distance. The supervisor had
the Communication Assistant call the billing department
and override the multiple calls.

08/18/09

The Communication Assistant number provided was incorrect.
The situation was investigated to see if the correct number could
be found. No numbers matched, so the ticket has been closed.

12

08/21/09

An Ohio VCO customer has filed a complaint that a
Communication Assistant was very inaccurate when
typing numbers on a call. She was unable to give her the
correct numbers when dialing and during the call.
Apologized for the inaccuracy and advised the customer
that we would advise the agent's supervisor. No follow-up
was requested.

08/21/09

The Communication Assistant remembered call, and said that
the customer was telling her throughout the call that she was
typing the wrong numbers. The numbers were clear on the
Communication Assistant's screen and so the Communication
Assistant felt that the VCO customer was receiving garbled text.
The Communication Assistant disabled the Turbo and reduced
the typing speed. The VCO customer continued to state she was
receiving numbers and/or the wrong numbers. The
Communication Assistant demonstrated knowledge of the
correct procedure in this type of situation.

13

08/26/09

A Speech to Speech customer called in with the following
complaint about their previous calls: "Speech to speech
user asked the Communication Assistant to repeat
everything, but the Outbound understood the S2S user
and so the operator did not repeat everything. The Speech
to speech user is upset.”

08/26/09

The Team Leader met with the Communication Assistant, and
they recall that during the first call the customer requested
"repeat only what's not understood.” The salesman on the line
put them on hold, and the Speech to Speech customer asked
for a redial. The customer did not like the answer she got from
the salesman, started yelling at him, and then both were talking
over each other until the salesman hung up. Then, the Speech
to Speech caller asked the Communication Assistant to redial
and "advocate" and "speak for her." The Communication
Assistant followed procedures correctly by only repeating what
was not understood if needed.




14

08/27/09

An Oho TTY user complained that the Communication
Assistant was rude during a call that the customer made.
The customer stated that the Communication Assistant
was not patient with his slow typing and was told to "hurry
up that she only had 3 minutes." Customer service
apologized to the customer, and the customer did not
request a follow up.

08/27/09

The Team Leader met with the Communication Assistant. The
agent said that during the cal there was no response, even after
the greeting was given twice. The operator went to Voice and
gave the greeting, heard a sound, asked for the number to dial,
and a Voice person said "he's typing." The Communication
Assistant asked again for the number to dial, and the customer
said they didn't have a number. Then the Communication
Assistant asked how they can help, and if they are placing a
call. The customer said no. At this point the call had lasted for
eight minutes. The Communication Assistant said to call back
when the customer has the number to dial, and that they would
have to disconnect. The Voice person in the background said,
"Fine he doesn't want you" and then hung up. The Team Leader
coached the Communication Assistant to wait and ask for the
number to dial. The Team Leader said if there is no response,
call a supervisor to let them decide how to proceed.

15

10/05/09

A Customer stated that her notes say for the operators to
leave her message on the first try. These instructions were
not followed when a certain Communication Assistant
placed her call. Customer Service apologized for the
problem and assured the customer that the complaint
would be sent in as stated. No call back was requested.

10/06/09

The supervisor discussed this with the Communication
Assistant. The Communication Assistant recognized her initial
mistake while connected to the outbound. The Communication
Assistant apologized and informed the customer that there was

still time for them to leave a message. The customer did not
leave the message and requested customer service. The
supervisor coached the Communication Assistant on the
importance of focusing on the call and preparing for following
instructions.

16

10/07/09

An Ohio VCO customer complained and said: "l wish
Ipeople who train new people would train them to not say,
Oh, | can't talk to you, or intervene, like they don't care
that we are deaf or understand we need help." The
customer also feels its too difficult to call the Relay
Program Manager via relay because when calling VCO to
TTY, the Communication Assistants do not understand
that the Relay Program Managers are deaf." The
customer expects a toll free CapTel number, and says it is
Jridiculous that she has to call long distance. Customer
Service apologized for the problem, discussed the
Communication Assistant's roles, the relay guidelines we
adhere to and explained that all agents are trained in
processing various call types. The customer was also
Iinformed that she should call customer service with any
agent performance issues. The Relay Program Managers
toll free telephone number was provided. No follow up was
Jrequested.

10/07/09

The customer did not request a call back.

17

10/11/09

A VCO customer called the correct toll free number for
their state relay service, but the call was sent to a different
state due to overflow. The VCO customer was told that
they could not place the call because she was not with the
right state relay service, so the Communication Assistant
did not place the call. The VCO user stated that she has
had agents in that state place the calls before and never
been told that they wouldn't do it. The customer was very
upset. A Customer Service Representative apologized for
the inconvenience and explained that they would make
the appropriate individuals aware of the issue. No follow
up was requested by the customer.

10/16/09

The Communication Assistant was presented with the complaint
and does not remember the call. However, she insists she
would not hesitate to make a call from any state. She has been
coached on proper procedure relating to VCO and handling
calls from any state.

18

10/12/09

A customer complained that the Communication Assistant
Jmade a lot of mistakes and hung up on her. The customer
said they were not alone during this call, and did not like
the service that was provided. The supervisor apologized
for the inconvenience it caused and a follow-up letter will
follow this complaint.

10/12/09

A trainer met with the Communication Assistant and coached
her about spelling, keeping customer informed, and not
disconnecting the call until they are completely done with their
calls. The Team Leader sent a letter to the customer.

19

10/13/09

A customer had stated that she had attempted to place a
\oice to VCO call but whenever the operator had dialed
out the number there was only static heard on the line.
Apologized to the customer, and stated that this issue will
Ibe investigated further. Follow up was requested.

10/13/09

The Team Leader tested the outbound VCO line, and found no
static. The Team Leader called the customer and left a
message informing them that a trouble ticket was put in.




20 J10/15/09 |JA customer said that when dialing a local number they get | 10/15/09 | The ticket was reassigned to the Relay Program Manager. The
a message to dial 1 or 0 to complete the call. Apologized customer was spoken to, and explained that technicians
for the problem, and opened up a trouble ticket. A follow investigated the problem. It was discovered that the problem is
up is needed to ensure resolution. with her local carrier, and that she should contact them to find

out why she cannot get through to relay. The customer thanked
us and said they will contact again if there is a problem.

21 ]10/19/09 JA customer was upset that during a call the 10/19/09 | The Communication Assistant would have followed procedures
Communication Assistant didn't connect to an outbound per the VCO user's complaint. The supervisor apologized for the
person, and kept transferring because the outbound kept inconvenience.

Ihanging up. The VCO was not sure about what the
Communication Assistant told them. The supervisor
apologized for the inconvenience.

22 ]10/28/09 |A customer states that the Communication Assistant did 10/28/09 At this time the particular Communication Assistant was not
not leave a message on an answering machine as stated assigned. Unable to follow up.

Iin the customer notes. Customer service apologized for
the problem, and no follow up was requested.

23 J10/29/09 |A customer states that the Communication Assistant did 10/29/09 |The Team Leader met with the Communication Assistant shortly
Inot keep them informed when the caller paused during the after the call. The Communication Assistant was coached and
conversation. They also did not give a "GA (go ahead)." understands to always keep the customer informed and to use
Customer service apologized for the problem and assured "GA (go ahead)." The Communication Assistant understands.
the customer that the complaint would be turned in as
stated. No follow up was requested.

24 10/29/09 JAn Ohio TTY customer said that the Communication 10/29/09 JThe Team Leader met with the Communication Assistant shortly
Assistant kept misdialing the number provided. Apologized after the call took place, and they remembered the call. The first
for the inconvenience, and follow up was requested. part of the call was an agent error, as they dialed the wrong

number. Then the TTY user dialed that same wrong number as
his number to dial. The Communication Assistant became
confused and so they dialed again, then realized that the
customer was trying to inform her of the wrong number. The
Team Leader called the customer, explained the situation, and
apologized. The customer is satisfied.
25 J11/13/09 JAccuracy of captions 11/13/09 A customer shared feedback regarding random word errors
during a conversation. The customer did not have any specific
details for us to follow up on. The customer noted that the
CapTel is instrumental in her ability to remain independent, but
she wishes there was higher accuracy. A Customer Service
Representative shared details regarding how the captions are
generated and how corrections for word errors appear in
brackets. The Customer Service Representative suggested that
the customer consider documenting the date, time, and most
importantly the captionist number of any future problematic calls
so that CapTel Customer Service can follow up with Call Center
personnel.

26 J11/24/09 JAn Ohio Voice customer says that the Communication 11/24/09 The Team Leader discussed the call with the Communication
Assistant was typing extremely slow, and ignored the Assistant. Then the Team Leader called the customer, but the
customer's requests for a new Communication Assistant first number they tried had been disconnected. The Team
and/or supervisor. Apologized, and a follow up was Leader reached the customer at the second number listed. The

Jrequested. customer said they do not want to be paced, and does not want
everything relayed verbatim to her relative if she talks to the
operator. The customer said she will call the FCC to get this

policy changed.




27

12/03/09

Accuracy of captions

12/03/09

A customer shared feedback regarding the accuracy of captions
and provided specific call data. A Customer Service
Representative apologized for the incident and thanked the
customer for the feedback. Call detail was shared with Call
Center management for follow up with the Communication
Assistant by a supervisor.

28

12/09/09

A customer said that they were making a call, and it was
suddenly disconnected.

12/09/09

The Team Leader investigated the complaint. First the Team
Leader spoke to the Communication Assistant who remembered
the call, and said it was an Ohio to Florida VCO to Voice call.
The computer froze for both the inbound and outbound callers.
The Voice customer could not hear the Communication
Assistant. The VCO customer had 3 lines that did not transmit.
The Team Leader was able to verify that the number was not
disconnected by the Communication Assistant. The site
technician's solution was to reboot the computer. The Team
Leader sent a letter to the customer per her request to explain it
was a technical problem and also to apologize for the
inconvenience.

29

12/09/09

On a VCO to Voice call, the call suddenly disconnected
after about an hour of conversation. The customer wants a
follow-up call to know if it was technical or service.

12/09/09

A trouble ticket was filed by the Team Leader. The Team
Leader attempted to call the VCO customer, but there was no
answer.

30

12/15/09

A customer called into relay, and then the Communication
Assistant answered, the TTY user gave the number to
dial, but then the line disconnected.

12/15/09

The Communication Assistant had computer problems at the
time of this call and the Team Leader was there assisting. The
computer was locked up and the supervisor had no choice but
to reboot the system. The customer could not be informed due

to the frozen screen/keyboard.

31

12/17/09

/A CapTel user is hearing echoes on the line.

12/17/09

The customer was advised to reduce the volume and adjust the
tone slide. The customer was also advised to adjust the handset
position. It was confirmed that this resolved the issue.

32

01/04/10

A Voice customer said they were receiving calls for
Imerchandise using fraudulent checks. Apologized for the
inconvenience. No follow-up was requested.

01/04/10

The customer was told about relay calls and how it works. They
understand and thanked us for the information.

33

01/08/10

A VCO customer said that after placing a call the
Communication Assistant told them the caller hung up, but
did not give the customer a chance to make another call.

01/08/10

The Team Leader met with the Communication Assistant. The
Communication Assistant said they were taking over a call
during this time frame. The Communication Assistant
understands that it is policy to let the caller know the call hung
up and then wait for caller to request another call or wait until
the customer hangs up. The Communication Assistant was
upset as she always confirms the phone number for VCO (as
per the notes) and knows all too well to not disconnect.

34

01/09/10

A customer said that they could not get through to a relay
operator when dialing 711. The customer tried alternate
Inumbers but still could not reach an operator. The
customer was trying to call their mother who is a TTY
user.

01/11/10

This incident was assigned to Customer Service. Customer
Service will contact the customer for more information regarding
this complaint. The customer was spoken to regarding the
problem encountered. It was discovered that the database call
type was ASCII, but should have been voice. Voice preference
was entered with a note indicating the voice customer. The
customer was advised to contact Customer Service if further
assistance is needed.




35

01/17/10

A customer said that their phone number is not appearing
when they call in to relay. A Customer Service
Representative informed the caller that someone would
Jlook into the issue. A follow-up is requested.

01/17/10

The Team Leader entered a Trouble Ticket for a site-tech to
research any possible technical issue beyond the call being
through Skype. No technical issues were found. The Team
Leader called the customer, as per their request. The caller said
that it did work the day before, and will let us know if there is an
issue in the future.

36

01/24/10

A STS Customer called in to Ohio STS and found that his
seven notes did not appear on the screen. When the
customer called Customer Service to see if the notes had
been erased, all seven notes appeared on the Customer
Service Screen right away. An Ohio supervisor came on
line and said that the customer has called in to the center
several times and the notes had not appeared any time. A
Customer Service Representative (with permission from
the STS customer) gave the seven notes to the STS
operator along with the customers' thirteen frequently
dialed numbers. Once disconnected from Customer
Service they were to reenter it in the Ohio Center to see if
the notes would stay. The customer did not request a
follow up call.

01/24/10

The customer did not request a follow up.

37

02/01/10

A customer said that the Communication Assistant spoke
softly and kept interrupting the call. When the
Communication Assistant repeated the call in voice they
were too soft, and inaccurate. The Supervisor apologized
to the customer.

02/01/10

The Team Leader met with the Communication Assistant who
said that they remember that this call had a lot of static on the
Communication Assistant's end. When the outbound Voice
customer asked her to speak up, she asked the customer if they
heard static but the caller said no. The Communication
Assistant said she turned her volume up. The Team Leader will
test the Communication Assistant's headset to make sure there
is no problem, and will also check to make sure the
Communication Assistant is loud enough on regular calls. The
Communication Assistant was coached to check for her
microphone being close enough for her voice to be heard.

38

02/09/10

A Voice customer stated that when she calls relay she
gets cut off after holding for 5 minutes or more, however
her second call typically goes through. Apologized for the
inconvenience, and submitted a trouble ticket. No follow
up was requested.

02/09/10

The technicians looked into this situation and could not find
anything wrong. The customer did not request a follow up.

39

02/12/10

Dial Tone - Not heard

02/12/10

Customer called to report no dial tone. A Customer Service
Representative advised the customer to perform a physical
reset. It was confirmed that this resolved the issue.

40

02/12/10

Dial Tone - Not heard

02/12/10

A customer reported no dial tone on their CapTel phone. A
Customer Service Representative advised a physical reset of
the CapTel phone, as well as a check to make sure all other
extension telephones were properly hung up. The customer

confirmed that this resolved her experience.

41

02/26/10

A customer said that the Communication Assistant gave
both the Voice user and TTY user a hard time by dialing
four separate times to leave a message on an answering
machine. This led the TTY user to think the Voice user
was upset with her. Follow up was requested.

02/26/10

The Team Leader met with the Communication Assistant who
said they do not remember dialing a call four times to leave a
message on an answering machine. It was thought to be a
technical issue, however nothing on this call was confirmed. The
Communication Assistant apologized for the customer's
negative call experience. The Team Leader mailed a follow up
letter to the customer as per their request.

42

03/10/10

A VCO customer said that a Communication Assistant
hung up after four rings. The customer would like a call
back, and requested that a phone number be left if she
does not answer.

03/10/10

The Team Leader met with the Communication Assistant. It was
confirmed that he Communication Assistant followed
procedures. This was a documented technical complaint verified
by the Team Leader. The Team Leader called the customer
back and reached an answering machine. A message was left
for the customer to call back through Ohio Relay.




43 ]03/17/10 JAnswering machine message retrieval 03/17/10 A customer reported seeing misspelled captions while using
their CapTel to retrieve voicemail messages. A Customer
Service Representative explained how captions are produced
and that proper names may be spelled incorrectly, especially if
there are multiple variations of the name. The customer was
also advised to document specific examples so a Customer
Service Representative can investigate the calls further.

44 ]03/19/10 JA VCO customer complained of 2 "terrible relay 03/19/10 | A supervisor assisted with this call and said that the issue was
operators," and requested a relay supervisor. "The person not with the Communication Assistants. The issue was with the
kept asking me the same thing and | had to repeat 3 CapTel Customer Service Representative that was not being
times." Apologized for the problem, and the supervisor responsive and asked the customer to repeat. The customer
assisted. The customer was informed that the agents will was called, and left a message explaining that the issue was
be followed up with regarding these issues. A follow up is with the CapTel Customer Service Representative and not the
requested. relay agent.

45 103/20/10 JA customer called in twice making a duplicate complaint. 03/20/10 The customer was called and left an answering machine
The customer said that calls are not going through onto message. The customer returned the call, but is unwilling to
his answering machine. The customer does not have a resolve his issue. He agreed to call the next time it occurs so
TTY answering machine, but said when they call into the issue can be documented and resolved properly.
relay, they have the Communication Assistant listen to an
answering machine. He is constantly told that there are
technical difficulties.

46 [03/26/10 |Dial Tone - Not heard 03/26/10 JA customer reported that there was no dial tone on their CapTel.
A Customer Service Representative advised the customer to
perform a physical reset of the CapTel phone which resolved

the customer's experience.

47 J03/26/10 |Dial Tone - Not heard 03/26/10 A customer's helper reported there is no dial tone on their
CapTel. The customer was advised to do a physical reset. This
was confirmed successful for outgoing and incoming captioned

calls.

48 ]03/31/10 JA customer said that the Communication Assistant read 03/31/10 | The Communication Assistant understands that she should not
their notes, but forgot to follow one note about not relaying have typed the background noise , and that by the time she
background noise. When switching operators, however, realized it, it was 2 seconds too late. The Communication
the operator did do the no announce per the notes. Assistant was met with and coached.

49 [J04/01/10 JA VCO customer complained that most of her hearing 04/01/10 Customer did not ask for follow up.
callers get TTY tones when dialing the 800 number for
Ohio Relay. Apologized, and checked the database to
select the customer as voice and brand the numbers
provided by the VCO user. Explained to the customer that
the relay technicians would be informed, and entered a
trouble ticket. The customer does not want a follow up.

50 [04/05/10 [Dial Tone - Not heard 04/05/10 JA customer reported that there was no dial tone on their CapTel.
A Customer Service Representative advised the customer to
perform a physical reset of the CapTel phone which resolved

the customer's experience.

51 ]04/14/10 [Dial Tone - Not heard 04/14/10 | A customer's wife said that their CapTel phone no longer has a

dial tone. A Customer Service Representative advised the
customer to perform a physical reset which resolved the
customer's experience.




52

04/26/10

|A Voice customer calls to their hearing mother's cell
phone or land line, and continues to get the relay service.
The customer said they called their phone company,
Cincinnati Bell, who told the customer the problem is not
in their lines. Customer Service apologized to the
|customer and turned in a Trouble Ticket. No follow up was
requested.

04/26/10

Customer did not request follow up.

53

05/05/10

A TTY customer said that when trying to make a doctor's
appointment, the Communication Assistant typed the
wrong date. The Communication Assistant tried three
times and then had to type out the date by typing the date
alphabetically instead of numerically.

05/05/10

The Team Leader met with the Communication Assistant, who
said that they spelled out the date because the inbound
customer could not get the date. The Communication Assistant
said the date was clear on their end, and that they went the
extra step to ensure that the customer received accurate
information.

54

05/05/10

A customer said that the Communication Assistant did not
wait for the customer to provide information in order to
avoid redialing. The customer said that the operator did
Inot respond after the customer typed hello twice. A
supervisor apologized for the inconvenience, and the
Communication Assistant will be coached.

05/05/10

The Team Leader met with the Communication Assistant who
understood that she must wait for the Go Ahead. She thought
that she had waited. The Communication Assistant understands
to respond to a customer immediately once they say hello. The
Communication Assistant does not remember the call, but is
positive that she would not dial out without the Go Ahead.
Additionally, the Communication Assistant wished to apologize
to the customer for any inconvenience.

55

05/07/10

A customer said that the Communication Assistant hung
up on a toll free number while the customer was trying to
Iplace an order. The customer would like a follow up.

05/07/10

Investigation shows that there was a technical problem that

disconnected the phone line. The Team Leader met with the

Communication Assistant, and coached them to report any

technical difficulty that may result in disconnects. The
Communication Assistant was reminded of the consequences of
disconnecting a call. The Team Leader placed a follow up call to
the customer, apologized, and let the customer know there was
something being done about the technical issue.

56

05/07/10

A customer said that the Communication Assistant hung
up on them before they even dialed. The customer
Jrequests a follow up.

05/07/10

The Team Leader met with the Communication Assistant, and
coached them to report any technical difficulties that may result
in a disconnect. The agent was reminded of the consequences
of disconnecting a call. The Team Leader placed a follow up call
to the customer, apologized and let them there was something
being done about the technical issue.

57

05/18/10

Dial Tone - Not heard

05/18/10

A customer's son stated that there is no dial tone on their
CapTel phone so they cannot dial out. A Customer Service
Representative advised the customer to perform a physical
reset of the CapTel phone which resolved the experience.

58

05/19/10

A customer said that the captions are lagging too far
Jbehind the voice.

05/19/10

A customer had someone calling to report that the captions are
lagging more than usual behind the voice. A Customer Service
Representative apologized for the incident and explained that
the delay was created by technical issues at the Communication
Assistant's workstation, which was noted in a trouble ticket.

59

05/21/10

Dial Tone - Not heard

05/21/10

A customer reported no dial tone on their CapTel phone. A
Customer Service Representative advised a physical reset. It
was confirmed that this resolved the customer's problem.




60

05/25/10

Accuracy of captions

06/10/10

A customer's relative shared feedback regarding the accuracy
of captions. The caller did not provide any detail. A Customer
Service Representative apologized for the experience, and
thanked the customer for bringing this to their attention.
Customer Service also suggested that in the future they
document the date, time, and Communication Assistant
Identification number so that action can be taken. The Customer
Service Representative was unable to reconnect with the caller
to gather any further data.

61

05/28/10

A customer reported that the captions on their CapTel
stopped in the middle of a call.

05/28/10

A customer reported that during a specific call the captions
stopped. A Customer Service Representative investigated and
informed the customer that there was a technical problem in the
Communication Assistant's workstation during the call in
question. The customer is satisfied with this information.
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. u Valerie A. Lemmie
Commiission Paul A. Centolella
Cheryl Roberto

Ted Strickland, Governor St D. L
even LU, lesser

Alan R. Schriber, Chairman

June 30, 2010

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Washington, D.C. 20554

Re: In the matter of Telecommunications Relay Services and Speech-to-Speech Services
For Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Dortch:

As required by CG Docket No. 03-123, please find enclosed the original and four copies
of the Annual Complaint Log and Summary Report for the State of Ohio’s
Telecommunications Relay Service from June 1, 2009 through May 31, 2010.

The Service Monitoring and Enforcement Department of the Public Utilities Commission
of Ohio (PUCOQ) received one compilaint regarding the guality of service of the Ohio Relay
on May 19,2010. The customer made additional calls on May 20, 2010 with no problems.
A copy of the case record is enclosed.

If you have any questions or need any further information, please contact me at (614)

466-0126 (Voice) or by e-mail at Lisa.Colosimo@puc.state.oh.us.

Sincerely,

Lisa Colosimo
Investigation and Audit Division
Service Monitoring and Enforcement Department

Enclosures
Cc: Arlene Alexander, FCC, Consumer & Governmental Affairs Bureau

PUCO Docketing Division

180 East Broad Street {614) 466-3016
Columbus, Ohie 43215-3793 www.PUCO.ohio.gov
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Andre T. Porter

 \la = Public Utilities Commissioners
Chio|

John Kasich, Governor
Todd A. Snitchler, Chairman

June 28, 2012

Marlene H. Dortch
Office of the Secretary
Federal Communications Commission

445 12th Street. SW. Room TW-B204
Washington, D.C. 20554

Re: In the matter of Telecommunications Relay Services and Speech-to-Speech Services
for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Dortch:

As required by CG Docket No. 03-123, please find enclosed the original and four
copies of the Annual Complaint Log and Summary Report for the State of Ohio’s
Telecommunications Relay Service from June 1, 2011 through May 31, 2012.

The Service Monitoring and Enforcement Department of the Public Utilities
Commission of Ohio (PUCO) did not receive any complaints regarding the quality of
service of the Ohio Relay during that timeframe.

If you have any questions or need any further information, please contact me at
(614) 466-4054 (Voice) or by e-mail at Beth.Blackmer@puc.state.oh.us.

Sincerely,

Elizabeth L. Blackmer

Public Utilities Administrator
Service Monitoring and Enforcement Department

Enclosure
cc: PUCO Docketing Division

180 East Broad Street (614) 466-3016
Columbus, Ohio 43215-3793 www.PUCO.ohio.gov



Complaint Tracking for OH (06/01/2011-05/31/2012). Total Customer Contacts: 22

Tally

Date of
Complaint

Nature of Complaint

Date of
Resolution

Explanation of Resolution

06/17/11

A customer asked that the Communication Assistant
type all abbreviations and told her to spell all the words
because it was an important call. However, the
Communication Assistant did not follow instructions and
had words running together. The Supervisor taking the
complaint apologized to the customer and the customer
would like follow-up contact via text message.

06/17/11

The Communication Assistant met with her supervisor
who stressed the need to always follow instructions.
Supervisor then sent follow-up contact per customer

request via text message.

06/17/11

A 911 dispatched to the wrong police department. A
Supervisor entered a trouble ticket to have the database
number corrected. The Supervisor is waiting for
confirmation from the site tech that it has been
completed. The customer wants follow-up contact.

06/24/11

The Supervisor attempted to call the customer for follow-
up contact via phone per their request but the line was
busy. The supervisor called three times so far. The
Supervisor called the customer again per customer
request to let her know that the issue had been fixed and
verified by the technician. The customer really
appreciated it!

06/19/11

A customer complained that the Communication
Assistant did not follow customer note instructions during
the call regarding announcement of the call and leaving
messages on answering machines. The Customer
Service Representative informed the customer that the
complaint would be forwarded to the Communication
Assistant's supervisor. The customer did request a follow
up letter or a voicemail.

06/19/11

The Supervisor followed up with the Communication
Assistant and reviewed proper procedures. The
Communication Assistant was aware of the mistake after
dialing out and is confident that calls like this will be
processed correctly in the future. Supervisor left follow
up voicemail per customer's request.

07/15/11

An Ohio VCO customer states that she had a horrible
time with this Communication Assistant. She gave this
Communication Assistant the number to dial 5 times and
all 5 times the Communication Assistant dialed the
wrong number. She felt then that she had to hang up to
get another Communication Assistant just to make her
call. The call was placed on 7/14/11 at approx 530pm.
The Customer Service Representative apologized to
customer and informed her that this Communication
Assistant would be coached. No follow up requested.

07/15/11

While the Communication Assistant does not recall an
event as described by the customer, the Communication
Assistant demonstrated knowledge of appropriate
phrasing when responding to customers under similar
circumstances.

08/15/11

A customer tried to call through Speech-to-Speech and
explain the exact problem but the Communication
Assistant was unable to understand the caller and
forwarded the caller to the correct Cusotmer Service
department. The customer sent an email to the
Customer Service Representative with details explaining
that when asked if he has any opening questions during
a Speech-to-Speech call, he provides the opening
guestion. However, when the Communication Assistant
announces the call and asks the opening question she
also reads the entire dialog of the instructions prior to the
out-dial to the person on the line. In addition, sometimes
the Communication Assistant forgets to ask the opening
guestion provided and when he reminds the
Communication Assistant, she replies "sorry" and reads
the entire dialog of instructions including the opening
guestion. The Customer Service Representative
apologized for the inconvenience and sent the report.

8/15/2011

The Communication Assistant was trying to get the
information from the speech to speech caller and did not
understand the caller. Customer Service was on the line

and the request was completed. The Communication
Assistant was coached to continue asking questions if
she does not understand the speech to speech caller.

08/17/11

An Ohio VCO customer says she tried to call OH relay
for 45 minutes using three different relay numbers and
could not get through. The Customer Service
Representative apologized for the inconvenience. The
customer requested follow-up.

08/17/11

During follow up, a Customer Service Representative
spoke with the customer's daughter and she stated that
her mother did not hang up the phone and that was why

she could not get through to relay. All is working fine now
and the issue has been closed..




7 |10/11/11 A Speech-to-Speech customer states that the 10/11/11 | A Supervisor met with the Communication Assistant and
Communication Assistant is not clear when leaving voice coached the Communication Assistant on getting
mail messages. This has occurred over multiple days. assistance and a Supervisor when a customer is calling.
The Customer Service Representative apologized and
no customer follow-up requested was requested.

8 |10/12/11 |A customer complainded that the Communication 10/12/11 The Communication Assistant was coached on the
Assistant became "quite nasty" with her sister during a importance of handling all call situations in a professional
call. The Communication Assistant called her sister's and courteous manner. Appropriate follow up was given
baby the wrong name, or pronounced the name to the Communication Assistant. Follow-up by email was
incorrectly and appeared to think it was funny. Her sister forwarded to the customer.
informed the Communication Assistant that she did not
like that and the conversation went downhill after that.

The Customer Service Representative apologized for the
situation and told her the customer that the report would
be sent to the call center supervisor. Follow up
requested by the customer.

9 |11/23/11 |An Ohio TTY customer states that the Communication 11/23/11 A Supervisor met with the Communication Assistant.
Assistant used unapproved abbreviations which caused However, Thank You (TY) is an approved abbreviation.
confusion throughout the call. The customer wanted the The Communication Assistant understands to use
Communication Assistant to type what the caller is backspace if an error is made. Left a follow up TTY
saying, verbatim. The customer feels that the message as requested by customer.
abbreviations TY, BTW and TYKKKK are not acceptable.

The Customer Service Representative apologized to the
customer and notified the supervisor. Follow up was
requested.

10 |11/28/11 |A customer complained that a Communication Assistant | 11/28/11 The Supervisor is unable to follow up with a
hung up on them approximately five minutes ago. Communication Assisant due to incomplete information

given to the supervisor. The customer did not request
follow up.

11 |11/29/11 |After the outbound voice caller hung up, the customer 11/29/11 | A supervisor met with the Communication Assistant. The
waited to be able to place another call. However, the Communication Assistant does not recall hanging up,
Communication Assistant hung up on the customer they said the call disconnected. The Communication
before another call could be placed. The customer would Assistant understands they are not to hang up on
like follow up. customers and was positive the system disconnected the

call. There is no further documentation available and the
Communication Assistant understand proper
procedures. Supervisor sent a follow up email as
requested by the customer.

12 ]|12/03/11 |The Communication Assistant hung up quickly on the 12/03/11 The Supervisor attempted to obtain more information
customer. The customer had stated, "hey, | want to know from the caller but the caller hung up after making the
what time | called" and the Communication Assistant initial complaint. Since there was incomplete information
hung up on the customer. to properly coach Communication Assistant, the case

has been closed.

13 |12/06/11 |A Communication Assistant hung up on the inbound 12/06/11 Upon further investigation it does not appear that the
caller after they were already connected with the Communication Assistant disconnected the call but that
outbound caller. the line disconnected. No follow up was requested.

14 |12/19/11 |A customer says her caller ID does not show up when 12/19/11 Time Warner has now been set up on our carrier of

calling her friend in Kentucky. The Customer Service
Representative apologized for the inconvenience and
opened a trouble ticket. The customer requesed follow-
up.

choice list. Now the customer's number will show up on
other party's Caller ID. The customer appreciated this.




15

12/29/11

A customer reported that during an important emergency
call they experienced long pauses.

12/29/11

A supervisor met with the Communication Assistant and
the Communication Assistant explained that the VCO
caller was the outbound and in a moment of confusion
the Communication Assistant was explaining the relay
service to the inbound caller and sent the appropriate

information to the outbound VCO user to keep them
informed, while the Communication Assistant was trying
to explain the service the VCO user continued to talk.

After the call ended and the inbound hung up the VCO

user tried to communicate with the Communication
Assistant, however, at that time the line had timed out
and disconnected.

16

01/11/12

A customer's helper called on behalf of the customer and
shared general feedback regarding accuracy of
captions. The Customer Service Representative
apologized for this experience and inquired what the
customer was seeing. The caller had no specific
examples to share. The Customer Service
Representative informed the customer's helper that they
could document the date, time, and Communication
Assistant number of any future calls with poor accuracy
of captions to allow us to take specific action with the
Communication Assistant captioning the call. The caller
said the customer would likely not do that but that they
just wanted to share general feedback. The Customer
Service Representative thanked the caller for doing so.
Feedback as received was passed on to Call Center
Management.

01/11/12

The information was passed along to the call center
Supervisor. No follow up was requested.

17

02/18/12

A customer is very upset at the way this Communication
Assistant read his message. The customer said that it
sounds like the Communication Assistant doesn't even
know how to read. The Customer Service
Representative apologized to the customer and thanked
him for taking the time to give us his feedback. The
Customer Service Representative assured the customer
that the Communication Assistant would be coached on
appropriate voicing and HCO procedures. The Customer
Service Representative offered follow up, but no follow
up was required.

02/18/12

A supervisor met with the Communication Assistant and
coached him on speaking clearly and with a
conversational flow while reading messages. The
Supervisor also reviewed proper HCO procedures.

18

02/29/12

The Communication Assistant disconnected the call after
connecting to the outbound party. Follow up was
requested.

02/29/12

The supervisor is unable to investigate further since no
Communication Assistant number was provided. The
Communication Service Representative followed up with
the customer per request and advised them to obtain the
Communication Assistant’s number in the future.

19

03/13/12

The customer's helper reported that captions stopped in
the middle of a call. The helper was able to identify
specific calls. The Communication Assistant reported
workstation difficulty during the call and captions were
not transmitted. The Customer Service Representative
apologized to the customer's helper and explained that
this was a rare occurrence. The helper understood and
did not request follow up.

03/13/12

The captions stopping in the middle of calls happened at
a particular Communication Assistant workstation and it
has been fixed.

20

03/29/12

The customer was upset that the Communication
Assisant hung up on them. No follow up was requested.

03/29/12

The customer did not request follow up and no other
information was provided. The Customer Service
Representative is unable to investigate further.




21 |04/16/12 |The customer shared feedback regarding accuracy of 04/16/12 | The call detail was shared with Call Center management
captions and provided specific call data. The Customer for follow up with the Communication Assitatnt by the
Service Representative apologized for incidence and Communication Assistant's Supervisor. The
thanked the customer for the feedback. Communication Assistant's Supervisor increased
monitoring frequency for the Communication Assistant to
ensure consistent quality performance.
22 ]04/21/12 ]A customer stated that the Communication Assistant did | 04/21/12 There is no Communication Assitant assigned to this

not explain HCO procedures as requested by the
customer. In addition, the Communication Assistant did
not follow customer notes regarding "read only after
HCO types GA." The Customer Service representative
verified the information regarding the Communication
Assistant's complaint and confirmed the customer's
contact information. The customer requested either a
follow-up phone call or letter be sent.

number and the Supervisor was unable to confirm the
Communication Assistant ID with the customer. The
Supervisor is unable to further investigate and a follow
up letter was sent to the customer.
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